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Introduction 
Changing face of industry from product oriented to customer oriented 
has led to change in the way organizations treat their customers. To 
deliver effective service to customers in changing environment, employees 
are a critical link (Snow and Yanovitch, 2003). A key challenge for future 
is how to train staff and create differentiation. (Barlow and Dianna, 
2000). As quoted by Bsddwin and Danielson (2003), training and learning 
is a key weapon in war for talent. 
Training has been identified as a vital element of any corporate strategy 
(Buckly and Capel, 2000). Even though, training as a distinct field with 
its own roles, structures and budgets, training is still young; importance 
of training has been well recognized (Lynton and Pareek, 1990). This is 
evident from the fact that Membership of American Society for Training 
and Development has increased from 15 in 1943 to 15,000 presently 
across 100 countries, (http://www.astd.org, December 2003). In U.S. 
$10 billion spent on training in 1967 has increased to $90 billion in 
1990, in developing country like India training spent has increased from 
$6 billion to $45 billion over similar period. (Lynton and Pareek, 1990). 
As quoted by Baldwin and Danielson (2003), training and learning is a 
key weapon in war for talent. 
Evaluating the effectiveness of training has emerged as a critical issue 
(Suri, 2005). According to Leiserson (2005) in almost 80% of cases, no 
analysis on ROI on training is done. In cases where impact of training is 
evaluated, Rowe (1996) found that most organizations use 'happiness 
sheets' only, which are focused on training, training methodology and the 
organization of training facilities, not on learning and impact of training. 
Zalman (1991) defined training as, "the transfer of defined knowledge or 
skills that result in improved performance in an on-the-job situation." 
Hence, while evaluating effectiveness of training one needs to evaluate 
increase in knowledge and skill level, as well as improvement in 
performance, while isolating the impact of extraneous factors. 
Problem Statement 
Phillips (2003) has clearly stated that, even though executives intuitively 
feel that there is value in providing learning opportunities, logically 
anticipating a payoff in important bottom-line measures such as 
productivity improvements, quality enhancements, cost reductions, and 
time savings. Yet the frustration comes from the lack of evidence to 
show that the training process is really working. McArdle (1999) 
clearly mention that very little of investment in training is returned to the 
workplace. Similar view is also shared by Rothwell (2002) that managers 
complain that training is not as effective as they would like it to be in 
changing employee behaviour or improving work results. 
Rowe (1996) found that, most organizations use "happiness sheets", level 
1 evaluation for delegates to complete at the end of training programmes 
- and do not tell anything about how effectively delegates have digested 
the material and will apply it in the workplace. Now, the emphasis has 
shifted to using data to monitor the efficiency and effectiveness of 
learning function, says Brenda Sugrue (Davenport, 2006). 
Some studies have been conducted to evaluate the impact of training on 
learning. These studies demonstrate that training has been effective in 
improving knowledge and some skills of learner; little conclusive evidence 
is available to evaluate impact of training on business performance in 
India. Even in developed countries, only 30% of respondents evaluate 
their training (in relation to) behaviour-job impact (Berk, 2004). 
This study examines the impact of training on business performance 
parameters. Specifically, this study addresses the follov^dng aspects 
concerning the impact of training on business performance parameters. 
Does training bring about substantial changes in the knowledge of 
employees? Does training bring about substantial changes in on-the-job 
skills of employees? Are the gains in knowledge and skills of employees, 
who were trained higher than of those, who were not trained? Does 
training bring about substantial change in business performance? Are 
gains in business performance for those who were trained higher than of 
those, who were not trained? Is there improvement in business 
performance with gains in knowledge and skills of employees? 
Research Objectives 
The overall purpose of this study is to evaluate impact of training on key 
business performance parameters in service industry. To accomplish this 
objective, the following objectives have been formulated. The objectives 
are to determine, for employees in service industry: 
1. To find out whether training bring about substantial changes in the 
knowledge of employees 
2. To find out whether training bring about substantial changes in on 
the job skills of the employees 
3. To compare gains in knowledge and skills of employees, who were 
trained with that of those, who were not trained 
4. To assess whether training bring about substantial change m 
business performance 
5. To compare gsiins in business performance for those who were trained 
with that of those, who were not trained 
6. To compare gains in business performance with gains in knowledge 
and skills of employees 
Formulation of Hypotheses 
The following hypotheses, in the directional format, are being formulated 
for realizing the objectives of the study. Null hypotheses and alternate 
hypotheses of this study are listed below: 
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Hoi: Training will not impact the knowledge of sales and service 
executives in service industry 
Hi l . Training impacts the knowledge of the sales and service executives 
in service industry 
Ho2: Training will not impact on-the-job skill of sales and service 
executives in service industry 
Hi2. Training impacts on-the-job skills of the sales and service 
executives in service industry 
Ho3: Training will not impact business performance of sales and service 
executives in service industry 
Hi3. Training impacts the performance on key business parameters for 
sales and service executives in service industry 
Ho4: On-the-job skills of sales and service executive will not be 
significantly related to their knowledge 
Hi4. On-the-job skills of sales and service executive are significantly 
related to knowledge of executive 
Ho5: Performance on business parameters of sales and service executive 
will not be significantly related to their knowledge 
Hi5. Performance on business parameters of sales and service executives 
is significantly related to their knowledge 
Ho6: Performance on business parameters of sales and service executive 
will not be significantly related to their on-the-job skills 
Hi6: Performance on business parameters of sales and service executives 
is significantly related to their on-the-job skill 
Literature Review 
For the last 20 years there has been a substantial shift from the other 
two industry sectors to the Tertiary Sector in industrialized countries. 
(http://en.wikipedia.org/wiki/Tertiary_sector_of_industry, 2003). All 
products and services, irrespective of sector they belong to have tangible 
and intangible components. 
Employees play a crucial role in delivering customer service. (Szwarc, 
2005). To quote Keki Dadiseth "A Company is nothing without a 
collective intellect"; so in this millennium what is of prime importance is 
charging the organization's emotional and intellectual energy. (Nicholsen 
(2000)). Hence, to deliver service, people are a critical link. 
Zalman (1991) defined training as, "the transfer of defined knowledge or 
skills that result in improved performance in an on-the-job situation." 
Hence, while evaluating effectiveness of training one needs to evaluate 
increase in knowledge and skill level, as well as improvement in 
performance, while isolating the impact of extraneous factors. 
According to Patrik (1999) training is the tool to fulfil all three basic 
requirements, which organizations must have i.e. people retention, 
people performing task in dependable manner and people go beyond 
their role and engage in some form of creative spontaneous and 
innovative behaviour at work. 
According to Strayer (2003) training exists primarily to help people do a 
better job at getting the results an organization needs. Overall training 
gives the organization a competitive edge by keeping abreast of the latest 
changes; it acts as a catalyst for change (Towers, 2004). 
Craig, 1976, defined various steps of training as Identification of training 
needs, develop training objective, design training curriculum, 
design/select training methods, design training evaluation methodology, 
conduct training programme and measure training results. 
The two biggest challenges facing learning and development professionals 
are measuring learning effectiveness and communicating the impact of 
learning on the bottom line (Murray, 2004). 
As part of this study, while evaluating impact on business performance, 
we are focusing on summative evaluation of traiining programme using 
Kirkpatrick model of training evaluation. The four levels of evaluation are 
reaction level, learning level, behaviour level and result. In this study we 
have evaluated training at learning level, behaviour level and result. 
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Research Procedure 
Nature of Research 
The nature of the present study suggests a hybrid design. To be specific, 
exploratory research is found to appropriate for identification of training 
requirements, defining of intermediate and final business results, 
finalization of tools for each organization. 
Causal type of research also known as experimental research is used for 
evaluation of objectives, where pre-training and post-training results of 
control group and experimental group are compared and relationship is 
established between intermediate results and final business result. 
In this study quasi-experiment research is conducted to evaluate impact 
of training on business results. The target group is divided in control 
group and experimental group and both groups work in same 
environment. While experimental group is provided with training, control 
groups are not provided with any training inputs. This helps to evaluate 
the impact of training while keeping the external factors constant. 
SCOPE 
Once, the linkage between training and key business performance 
parameter is established, this has the capacity to revolutionize approach 
of training towards skill enhancement and way organizations value 
training. This will benefit management, who will see return on their 
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investments in training and will use training as a tool to implement their 
strategic intent. This will also benefit training fraternity, who will be able 
to get management attention, commitment and resources. This will also 
benefit academic fraternity for further research. 
Criteria for Selection of Sample Subjects 
For the purpose of this study, sample was selected at different levels. As 
the first step sample organizations were selected followed by selection of 
control and experimental group in each organization. The followmg 
criteria were considered for the selection of the sample: 
• Selection of sample organization: Sample organizations were 
selected from amongst the service organizations in India, through 
simple random selection (draw of lots). Universe was a list of top 59 
service organizations in NCR was taken from ET-500 list for the 
year 2003. Chits were made of all the names of these service 
organizations, and two sample organizations were selected 
randomly without looking and without replacing. Two 
organizations, which were selected, were Bharti Televentures 
Limited and BSES Limited. 
• Selection of target groups: Once the organizations were selected, 
next step was to select the control group and experimental group 
in each organization. The details of sampling procedure and 
sample size are given below: 
• Bharti Televentures Limited: Showroom executives from Bharti 
Televentures Limited were taken as sample. Out of total of 
seven zones, two zones were selected as experimental group 
through simple random sampling (draw of lots) and one 
showroom per zone was selected as control group through 
simple random sampling. All showrooms executives of two 
zones (57 executives) were taken as experimental group. One 
showroom from each of balance five zones comprising 26 
executives were taken as control group. 
• BSES: Call centre executives from BSES call centre were taken 
as sample. BSES has two divisions BSES Rajdhani Private 
Limited (BRPL) and BSES Yamuna Private Limited (BYPL), BRPL 
has been selected for this study by simple random sampling 
(draw of lots). All call centre executives working with BRPL has 
been selected as universe; of the universe of 50 executives with 
four supervisors in BRPL, all executives working with two 
supervisors are selected as experimental group through simple 
random sampling (draw of lots) and other two supervisors are 
taken as control group. Two supervisors with 24 executives 
were taken as experimental group and other two supervisors 
with 26 executives were taken as control group. 
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DATA COLLECTION AND ANALYSIS 
Data Collection 
The data has been collected from both sources i.e. primary and 
secondary sources. Secondary sources of data including books, journals 
on training and service industry and existing dissertation in this subject 
area along with internet have been referred for the purpose of this 
research. 
Primary data has been collected from use of evaluation tools (written and 
schedule observation) and using organization data for performance 
evaluation. These tools were already in use in respective organizations 
and their reliability and validity was established. Validity test conducted 
on tools used for this study are internal validity, external validity, frame 
of reference and nested factors. 
Written evaluation and schedule observation was conducted to collect 
data on employee knowledge and on-the-job skill level, where as 
business performance was evaluated through organizational data. In first 
organization performance is evaluated on average monthly sales per 
person, while in second organization performance is measured on 
customer satisfaction score, i.e. percentage of customers rating in top 
two boxes. 
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Data Analysis and Interpretation 
Each of the relevant questions, under the respective Hypotheses; data 
has been analysed manually using single factor ANOVA, details are given 
below: 
Grouping of Analysis Criteria 
It would be appropriate to explain the rationale of grouping of analysis 
criteria. These analyses are conducted for each case study 
independently, to evaluate the hypotheses in each case. 
• Pre-training comparison of experimental group vs control group 
was conducted to evaluate equivalence between experimental 
group and control group in terms of their knowledge scores, on-
the-job skill evaluation scores and business results. This will 
ensure that the two groups are starting from a similar base line. 
This will also give credence to post-training comparisons. A t-test 
is conducted to evaluate if the difference between the groups is 
significant. 
• Post-training comparison of experimental group vs control group 
was conducted to evaluate the difference in knowledge scores, on-
the-job skill evaluation scores and business results between two 
groups. Difference of means between two groups is calculated, to 
evaluate if there is difference in the respective scores of two 
groups. 
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• Pre-training and post-training scores are measured and a 
comparison is done to evaluate, if the difference in pre-training and 
post-training scores is statistically significant. This comparison is 
done for parameters of knowledge scores, on-the-job skill 
evaluation scores and business results. This helps to establish if 
change in scores is significant even without training. 
• Correlation between knowledge scores and on-the-job skill 
evaluation scores was calculated, to evaluate if change in one 
parameter leads to change in other parameter. This will help to 
establish cause-effect relationship between change in knowledge of 
employee and change in on-the-job skill of employee. 
• Correlation between knowledge scores and business results was 
calculated, to evaluate if change in one parameter leads to change 
in other parameter. This will help to establish cause-effect 
relationship between change in knowledge of employee and change 
in business results. 
• Correlation between on-the-job skill evaluation scores and 
business results was calculated, to evaluate if change in one 
parameter leads to change in other parameter. This will help to 
establish cause-effect relationship between change in on-the-job 
skill of employee and business results. 
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Evaluation of Null H3rpotheses 
Keeping in mind the objectives of study, following null hypothesis are 
formulated: 
Hoi: The knowledge of sales and service executives will not be 
impacted by training 
Ho2: On the job skill of sales and service executives will not be 
impacted by training 
Ho3: Business performance of sales and service executives will not 
be impacted by training 
To test null hypotheses 1, 2 and 3, comparison between pre-training and 
post-training data for control group and experimental group was 
conducted. Difference of means and standard deviation was calculated, t-
test was conducted to evaluate if the shift in pre-training and post-
training scores is statistically significant at 99% significance (0.01) level. 
This analysis was conducted for knowledge scores, on job skill evaluation 
scores and business performance parameters of executive. 
Value of t is calculated using formula: 
t = (Ml-M2)/V(({ol*ol)/(nl-l))+ ((o2*o2)/(n2-l)))* (1-(Y*Y)) 
Ho4: On-the-job skills of sales and service executive will not be 
significantly related to their knowledge 
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Ho5: Performance on business parameters of sales and service 
executive will not be significantly related to their knowledge 
Ho6: Performance on business parameters of sales and service 
executive will not be significantly related to their on-the-job skills 
To test null hypotheses 4, 5 and 6, correlation between two factors was 
calculated. Probable error was calculated using following formula: 
P.E.Y = 0.6745 ((l-(Y*Y))/^n) 
Comparison of correlation and probable error was conducted. If value of 
Y > 6 P.E., the correlation between two factors was considered as 
statistically significant. 
ReliabiUtyofData 
The primary data collected are considered as quite reliable because these 
have been collected by using tools, for which internal and external 
validity has already been established. 
To establish internal validity, data has been collected using tools and 
processes already existing in respective organizations. To ensure external 
validity, no obstructive measures of observation or data collection were 
used. Hence, observations can be correctly generalized to other 
unobserved situations. 
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Dependability of Results 
As the present research has been conducted in an honest manner, for 
academic purpose only; for the purpose of this study control group and 
experimental groups are established. This has helped to establish frame 
of reference in the existing study, wherein relative comparisons examme 
what would have occurred without the training intervention or possibly 
the differences between experimental and control group. 
The only way, the control group and experimental group differ in this 
study, was administration of training to experimental group, all other 
factors being same. Hence, impact of other factors has been neutralized. 
Difficulties faced 
The main difficulty faced in the process of data collection, was to 
convince the prospective organizations to allow the investigator to 
conduct this study, where employees performing same role will be 
divided in control group and experimental group and why all population 
should not be given training together. 
Another major difficulty was faced while dealing with training teams in 
respective organizations; training teams were apprehensive that their 
performance will be evaluated through this exercise and if results are not 
found to be positive, action may be taken against them. This difficulty 
16 
was overcome by clearly stating that the study has been done as an 
academic exercise and same was assured by respective managements. 
Design and Implementation of the Instructional Experiment 
The present study is based upon pre test - post test design using two 
parallel groups of sample subjects i.e. the experimental and the control 
group. Two such experiments were conducted, to test the hypothesis for 
two different organizations in service industry. The entire study was 
conceived and implemented as depicted in the following steps: 
• Selection of sample organizations 
o Formation of experimental group and control group 
• Selection and training of observers 
• Development of training methodology and training content 
• Initial evaluation of target group 
o Establishment of equivalence of control group and 
experimental group 
• Administration of training 
o Experimental group undergoes training 
o Control group does not undergoes any training 
• Final evaluation of target group 
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Analysis and interpretation of results 
Drawing of Conclusions 
Implementation of Instructional Experiment 
As part of this study; study was conducted at two organizations. Details of these 
two studies are given in chapter IV and chapter V. These chapters give details of 
study at each organization covering organizational structure, parameters of 
evaluation, sample size, findings and analysis. 
Chapter IV gives details of study at first organization, with Bharti Televenture 
Limited, where impact of training is evaluated on business parameter of monthly 
sales per person and evaluates correlation of business result with intermediate 
results of knowledge and on-the-job skill. 
Chapter V gives details of study at second organization, with BSES Limited, 
where impact of training is evaluated on business parameter of customer 
satisfaction scores and evaluates correlation of business result with intermediate 
results of knowledge and on-the-job skill. 
Conclusions and Implications 
Findings Related To H3rpotheses Number 1 
Training impacts the knowledge of the sales and service executives in 
service industry. 
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As demonstrated by data in table 6.1 and 6.2, in both organizations, 
improvement in knowledge scores in case of experimental group has been 
greater than the improvement in knowledge scores of control group in 
similar time frame. Also, the positive shift in scores in experimental 
group has been found to be statistically significant in both organizations 
at 99% significance (0.01) level. However, shift in knowledge scores of 
control group in both organizations was not found to be statistically 
significant. 
Also, there has not been any other difference in any environmental 
factors between the control group and experimental group, except the 
training of experimental group. This demonstrates that training does 
help to develop knowledge level of executives significantly. 
Thus, the null hypotheses 1, 'Hoi: Training will not impact the 
knowledge of sales and service executives in service industry', is rejected 
and alternate hypotheses 1, H i l . Training impacts the knowledge of the 
sales and service executives in service industry' is retained. 
Findings Related To Hypotheses Number 2 
Training impacts on-the-job skills of the sales and service executives in 
service industry. 
As demonstrated by data in table 6.3 and 6.4, in both organizations, 
improvement in on-the-job skill evaluation scores in case of experimental 
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group has been greater than the improvement in on-the-job skill 
evaluation scores of control group in similar time frame. Also, the 
positive shift in scores in experimental group has been found to be 
statistically significant in both organizations at 99% significance (0.01) 
level. However, shift in on-the-job skill evaluation scores of control group 
in both organizations was not found to be statistically significant. 
Also, there has not been any other difference in any environmental 
factors between the control group and experimental group, except the 
training of experimental group. This demonstrates that training does 
help to develop on-the-job skill level of executives significantly. 
Thus, the null hypotheses 2, 'Ho2: Training will not impact on-the-job 
skill of sales and service executives in service industry', is rejected and 
alternate hypotheses 2, *Hi2. Training impacts on-the-job skills of the 
sales and service executives in service industry' is retained. 
Findings Related To Hypotheses Number 3 
Training impacts the performance on key business parameters 
In the present study, different business parameters are evaluated for 
each organization. In first organization, the business parameter 
considered was sales productivity i.e. average monthly sales per person. 
In second organization, the business parameter considered was customer 
satisfaction score i.e. number of customer rated the call in top two boxes. 
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As demonstrated by data in table 6.5 and 6.6, in both organizations, 
improvement in business result in case of experimental group has been 
greater than the improvement in business result of control group in 
similar time frame. Also, the positive shift in scores in experimental 
group has been found to be statistically significant in both organizations 
at 99% significance (0.01) level. However, shift in business result of 
control group in both organizations was not found to be statistically 
significant. 
Also, there has not been any other difference in any environmental 
factors between the control group and experimental group, except the 
training of experimental group. This demonstrates that training does 
impact business performance of executives significantly. 
Thus, the null hypotheses 3, TIoS: Training will not significantly impact 
business performance of sales and service executives in service industry', 
is rejected and alternate hypotheses 3, 1^13. Training impacts the 
performance on key business parameters' is retained. 
Findings Related To Hypotheses Number 4 
On-the-job skills of sales and service executive are significantly related to 
knowledge of executive 
As demonstrated by data in table 6.7, in both case, value of Y>6 P.E., this 
clearly demonstrates that chemge in knowledge of executive will lead to 
change in skill evaluation scores for sales and service executives in 
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service industry. Thus increase in knowledge of executive v/'i\\ lead to 
better understanding of role and vi^ hy and how to perform various task 
effectively. 
Thus, the null hypotheses 4, 'Ho4: On-the-job skills of sales and service 
executive will not be significantly related to their knowledge', is rejected 
and alternate hypotheses 4, 'Hi4. On-the-job skills of sales and service 
executive are significantly related to knowledge of executive' is retained. 
Findings Related To Hypotheses Number 5 
Performance on business parameters of sales and service executives is 
significantly related to their knowledge 
As demonstrated by data in table 6.8, in Airtel value of Y>6 P.E., while in 
BSES value of Y<6 P . E . This demonstrates that while in first 
organization, the training intervention was focused to deliver the 
identified business parameter of sales productivity. Hence, this 
hypothesis can be retained for sales productivity of executives in service 
industry. 
However, even though there has been a significant shift in knowledge 
scores for second organization, this is not resulting in corresponding 
shift in business parameter of customer satisfaction scores. This might 
be due to various reasons, which might be that knowledge needs to be 
converted to on-the-job skill before impact on business results can be 
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seen. Hence, this hypothesis can not be retained for customer 
satisfaction scores for this organization. 
This demonstrate that improvement in knowledge may lead to better 
effectiveness on performance of individual in service industry, however, 
same can not be always true in soft skill areas, as quoted by Ravi, 2003. 
Thus, the null hypotheses 5, 'Ho5: Performance on business parameters 
of sales and service executive will not be significantly related to their 
knowledge', is retained and alternate hypotheses is rejected. 
Findings Related To Hypotheses Number 6 
Performance on business parameters of sales and service executives is 
significantly related to their on-the-job skill 
As demonstrated by data in table 6.9, In both cases value of Y>6 P.E., 
this demonstrates that the training intervention was focused to develop 
skills of employees and deliver the identified business parameter of sales 
productivity and customer satisfaction score. Hence, in service industry, 
improvement in employee ability to perform his job better evaluated 
through on-the-job skill will have an impact on business performance. 
Thus, the null hypotheses 6, 'Ho6: Performance on business parameters 
of sales and service executive will not be significantly related to their on-
the-job skills', is rejected and alternate hypotheses 6, 'Hi6: Performance 
on business parameters of sales and service executives is significantly 
related to their on-the-job skill' is retained. 
23 
CONCLUSION 
While conclusively evaluating the impact of training various researchers 
have used quasi-experimental research design to ensure that impact of 
extraneous factors be nullified. In this study also the control group and 
experimental group are clearly identified and divided physically. In case 
of first organization, the two groups were clearly segregated as people 
were sitting in separate showrooms, in case of second organization; the 
people were under different team leaders and sitting in different bays, 
though on same floor. In both organizations, every effort was made to 
ensure that there is no differentiation between in the control groups and 
experimental groups, with respect to policies, infrastructure or market 
condition. The only difference was administration of training to 
experimental group, which was absent in control group. 
The output parameters of training were divided into intermediate results 
and final results. Intermediate results were in terms of knowledge scores 
and skill evaluation scores, which can be primarily influenced by training 
inputs. The final results were in terms of business parameters of sales 
productivity and customer satisfaction scores. 
There has been a significant shift in intermediate results of knowledge 
scores and skill evaluation scores for the experimental group; there is 
also a correlation between improvement in knowledge scores and shift in 
skill evaluation scores. 
24 
The shift has been consistent in final result of sales productivity and 
customer satisfaction scores. The shift in sales productivity and 
customer satisfaction scores of experimental group has been significant. 
There is a positive correlation between employee on-the-job skill and 
business performance of sales productivity and customer satisfaction 
score. 
However, while the correlation between knowledge scores and sales 
productivity has been found to be significant, the correlation between 
knowledge score of employees and customer satisfaction scores was not 
significant. This opens up areas for future research to identify the 
knowledge factors impacting customer satisfaction. 
The positive impact of training on intermediate results of knowledge 
score and on-the-job skill evaluation score and business result 
parameter was also validated by number of other researchers. However, 
investigator was not able to find any existing literature analysing 
correlation between intermediate results and ultimate objective of 
training in corporate environment, though some research is available in 
field of sociology. 
Yin, 1987 has clearly stated that case studies can not be generalized to 
theory automatically. A theory must be tested through replications of the 
findings in a second or even a third neighbourhood, where theory has 
specified that the same results should occur. Once such replication has 
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been made, the results might be accepted for a much larger number of 
similar neighbourhoods. 
This has been an attempt by the investigator, where the focus has been 
on methodology of research. 
Direction for Future Research 
• Study with larger scope needs to be conducted covering larger sample 
size from all industry segments, covering diverse geographies and 
organization size to further validate the findings of this study. 
• Further research is required to evaluate, if change in knowledge level 
of employee will result in change in business results, specifically in 
areas of soft skills and customer service. 
• Further research is required to evaluate short-term and long-term 
benefits of training from business results and factors like reduced 
employee attrition, increased employee motivation and reduced 
absenteeism. 
• Further research is required to the evaluate the impact of different 
steps in training cycle, like training need analysis, training content, 
methodology chosen or training delivery. 
• Further research is required to evaluate return on investment on 
training. 
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PREFACE 
Training has been identified as a vital element of any corporate strategy 
and it is a key weapon in war for talent. Training is not only of 
competitive advsintage for an organization, but also for nations and 
economies. Hence, training is no longer a ritual, but a scientific activity, 
which require exactitude of objective and method. 
However, industry in general recognizes training as good to have 
function. While everyone agrees that training is an important activity for 
business, but their actions speak otherwise. Organizational leaders see 
training not as a productivity tool, but as a motivational tool and in times 
of crisis, training budget is the first item to face axe. This is primarily 
because, no business person will commit resources, where return on 
investment is not assured. Due to lack of measurable factors and 
tangible results, it has been very difficult for training fraternity to justify 
their effort and demonstrate conclusively benefits of their efforts. 
Internationally in developed countries, some recent studies have 
measured impact of training on productivity and effectiveness of 
employees, however little literature is available in India on evaluating 
impact of training. The present study is an attempt in the direction to 
analyse the impact of training on business results. 
The thesis has been divided into six chapters; the first Chapter is an 
introduction to this study, here in firstly, an account of changes m 
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environment and importance and contribution of training is covered, 
followed by definition of problem, research objectives and justification for 
this study. 
The second chapter deals with review of literature covering various 
aspects of training like training, benefits of training, training steps, 
various training effectiveness models and existing case studies evaluating 
impact of training. 
The third chapter focuses on research procedure. This chapter defines 
problem statement, scope and objectives of the study; followed by 
formulation of research hypotheses, research methodology used, 
research design, sample selection and data collection and analysis. This 
chapter also covers details of various tools used in this research and 
details of design and implementation of instructional experiment. 
Chapter four and five deal with details of experiment conducted at each 
organization. Each chapter contains organizational overview, details of 
sampling and tools used for data collection in respective case studies. 
Each chapter also contains detailed data, its analysis and interpretation 
with respect to stated hypotheses. 
Chapter six deals with conclusion of this study with respect to stated 
hypotheses and compare the results of this study with available research 
material. This chapter also state limitations of current study and areas 
for future research. 
VIII 
1 would like to emphasise that in this study an attempt is being made to 
understand the impact of training on business parameters. 
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CHAPTER 1 
INTRODUCTION 
Changing face of industry from product oriented to customer oriented 
has led to changes in the way organizations treat their customers. In this 
changed scenario, for organizations to deliver effective service to their 
customers, employees are a critical link (Snow and Yanovitch, 2003). A 
key challenge for future is how to train staff and create differentiation 
(Barlow and Dianna, 2000). As quoted by Baldwin and Danielson (2003), 
training and learning is a key weapon in war for talent. 
Though training has been identified as a vital element of any corporate 
strategy (Buckly and Capel, 2000), evaluating the effectiveness of 
training has emerged as a critical issue (Suri, 2005). According to 
Leiserson (2005) in almost 80% of cases, no analysis on ROI on training 
is done (even in developed economies) and in cases where impact of 
training is evaluated, Rowe (1996) found that most organizations use 
'happiness sheets' only, which are focused on training, training 
methodology and the organization of training facilities, not on learning 
and impact of training. 
Zalman (1991) defined training as, "the transfer of defined knowledge or 
skills that result in improved performance in an on-the-job situation." 
Hence, while evaluating effectiveness of training one needs to evaluate 
increase in knowledge and skill level, as well as improvement in 
performance, while isolating the impact of extraneous factors. 
Background 
Emergence of service industry 
According to Wikipedia (2003), there has been a substantial shift from 
primary and secondary industry to tertiary sector in industrialized 
countries. The importance of service sector is increasing across the globe. 
The service sector is by far the largest component of the U.S. economy, 
accounting for 81 percent of private sector output and for 84 percent of 
private non-farm employment (International Trade Administration, US 
DepEirtment of Commerce, 2006). According to ABS (2002) report, in 
Australian economy, services embraced 65.5 per cent of all businesses 
and more than 73 per cent of total employment (Nankervis, 2005). In 
India, value-add of services as percentage of GDP has increased from 
41.1% in 1990 to 48.42% in 2001. Also, the percentage of people 
employed in services has increased from 17.3% in 1990 to 20.3% in 1995 
(The Economic Survey of India, 2002). As per the survey, ET 500 (2006) 
by, The Economic Times' of top 500 Indian companies, five companies 
out of top ten are from service sector. This demonstrates the importance 
of service sector as an engine of economic development. 
In service industry, where intangible component is high, customer loyalty 
is a key ingredient of firm profitability due to high cost of acquiring new 
customers (Reichheld &, Sadder, 1990; Srinivasan, Anderson, &, 
Ponnavolu, 2002). Reich (1999) at Harvard Business School notes "a five 
percent improvement in customer retention can result in a 75 percent 
increase in profitability", as "the cost to attract a new customer can be as 
much as six times the cost to keep a current one" Rosenberg and Crepiel 
(1984). 
Lawfer (2004) observed that loyal customers are easier to do busmess 
with, are more predictable, and don't carry the expense associated with 
attracting new customers. Companies with a loyal customer base enjo\ 
greater profitability in good economic times and depend on their loyal 
customers to help them survive difficult financial conditions. As stated 
by Freemantle (1998) in his book, "customer loyalty can be achieved by 
consistent exceptional service". Research has estimated that a 1% cut in 
customer service problems could generate an extra $25 million in profits 
for a typical medium size company over five years. 
Hence, customer is not only source of organization revenues, customer is 
a financial asset that companies and organizations should measure, 
manage, and maximize just like any other asset (Blattberg, Getz and 
Thomas, 2001). In this changing environment, customer service is not 
only a focus of organizations in service industry, but also of 
manufacturing industry, which recognize the potential of service as one 
of the few sustainable competitive advantages they can develop. This has 
led organizations in manufacturing sector like automobile companies to 
focus on services to increase customer loyalty and probability of repeat 
purchase (Zeithaml, Valarie and Bitner, 1996). 
Carlzon (1987) while sharing his experience during turn-around of SAS 
airlines asserts that, SAS is not just a collection of material assets, but of 
millions of customer contacts with SAS employees every day. The quality 
of the contact between an individual customer and the SAS employees 
who served the customer directly (also called as 'Moment of Truth') is 
most important (for success of SAS airline). 
To conclude, customer loyalty is important to organization profitabilitv 
and employee participation is one of the critical factors to ensure service 
quality (Brown, 1992), as 'people do business with people' (Lawfer 2004). 
People - Key Differentiator 
As Kotler (2003) has stated, "The main marketing trends that 1 see is 
from product-centric marketing to customer-centric marketing, where: 
the shift is from make-and-sell marketing to sense-and-respond 
marketing." The customer-economy customer is different from the mass 
economy customer (Wreden, 2002). To serve this customer, knowledge is 
the potent symbol of the new millennium. The only way an organization 
can strive to excel is to realize that the success today is not a function of 
financial muscle of physical assets but of competent work force 
(Gatewood, Robert and Field, 1998). In a competitive world it is relativeh 
easy to copy product and price, but it is virtually impossible to copy 
people Freeman tie (1998). 
John (Jack) Potter, Postmaster General during reorganization of U.S. 
Postal Services, stressed, he needs people: trained people who can 
transform the postal service from the inside and stated that "developing 
people is one of the keys to our future success" (Delahoussaye, 2002). 
According to Heneman and Heneman (1994) employees have become 
central to success or failure of an organization; they are the cornucopia 
of ideas. So it is high time the organization realize that "train and retain 
is the mantra of new millennium." 
Training not only happens in organizations and nations, training as an 
activity is going on ever since couples begot children and growing 
children began to work (Lynton and Pareek, 1990). Training is used to 
handle challenges on vide variety, including ethical conducts; as 
announced by LRN (2005), that its more than 200 client companies have 
completed more than 11 million courses on business ethics 
(http://www.lrn.com, 2005). Importance of training is highlighted by 
studies which have highlighted correlation between individual knowledge 
with their eating habits (Pirouznia, 2000), safety habits (Wong, Chien. 
Luh, Lin, Wang and Cho (2004)) and even having proper medication 
(Pickney and Arnason, 2005). 
Hence, the organization needs to consistently train talent and, at regular 
intervals. (Beverly, and Evans, 2003). Importance of people is not only 
recognized for making organizations successful, but quality of human 
capital will tilt balance of power between countries. Carnevale (2005) said 
that competition (between economies) will really come down to who can 
educate, train and retrain the best human capital. 
According to Lynton and Pareek (1990), even though, traming as a 
distinct field with its own roles, structures and budgets, training is still 
young, importance of training has been well recognized. This is evident 
from the fact that Membership of American Society for Training and 
Development has increased from 15 in 1943 to 15,000 presently across 
100 countries (http://wvvw.astd.org, December 2003). Traming 
requirement has been recognized in developed countries like U.S. where 
$10 billion spent on training in 1967 has increased to $90 billion in 
1990, in developing country like India training spent has increased from 
$6 billion to $45 billion over similar period. (Lynton and Pareek, 1990). 
The membership of Indian Society of Training and Development founded 
in 1969 has over 220 institutional members and 39 chapters across the 
country, (http://www.istddiploma.org/institution.asp, June 2002). In 
India, in private companies, percentage of payroll spent on training has 
increased manifold, from 0.3% to 1.1% from 1990 to 1999. 
(Yadapadithya, 1999), where as in an annual review reported by The 
American Society for Training and Development (ASTD)' noted that 
training costs climbed from 1.8% of annual payroll in 1999 to 2.0% in 
2000 (Buren and Erskine, 2002). This clearly shows the high focus on 
training in developed economies. 
Importance of training can be assessed by the fact that 'National Training 
Policy' of Department of Personnel and Training, Government of India, 
1996 clearly mentions, "Training is one of the effective and tested tools 
for performance enhancement, as well as up-gradation of knowledge and 
skills of the personnel" (National Training Policy, 1996). Reforms have 
enhanced the focus on training and development of manpower. This is 
evident from the creation of first ever, 'National Training Policy for the 
Power Sector' in 2001 (National Training Policy for the Power Industry, 
2001). 
As quoted by Baldwin and Danielson (2003), training and learning is a 
key weapon in war for talent. 
Problem Statement 
When Mark Twain made his famous statement, "everybody talks about 
it but nobody does anything about it," he, of course, was referring to 
the weather. He could also have been referring to evaluation of training 
programme—well, not exactly, but almost (Kirkpatrick, 1998). 
Phillips (2003) has clearly stated that, even though executives intuitively 
feel that there is value in providing learning opportunities, logicallv 
anticipating a payoff in important bottom-line measures such as 
productivity improvements, quahty enhancements, cost reductions, and 
time-savings. Yet the frustration comes from the lack of evidence to show 
that the process is really working. 
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According to McArdle (1999) very little of investment in training is 
returned to the v/orkplace. Similar view is also shared by Rothwell (2002) 
that managers complain that training is not as effective as they would 
like it to be in changing employee behaviour or improving work results. 
Adelsbarg and Trolley (1998) noted that even an organization like Duponi 
in 1998 identified that it offered thousands of open enrolment courses, 
but the training department in itself had no proof that any course in 
itself delivered real business value because it only measured level oi' 
activity (example number of employees trained) rather than busmess 
impact. 
According to Bedinham (1997), human resource specialist have struggled 
to prove that training in non-technical training like interpersonal skills or 
problem solving, can bring real value for the company and the trainee 
and agreed that 'even those which are committed to training will consider 
that evaluation of training is difficult and time consuming - and difficult 
to carry out." "If trainers are going to be successful, they have to be able 
to demonstrate the outcomes generated as a result of training," says 
Rhoda Weiss (Caudron, 2001). 
Recent SHRM study by Evakalan-Leiserson (2005) has revealed that even 
today in almost 80% of cases no analysis of ROI on training is done. In 
cases where impact of training is evaluated, Rowe (1996) found that, 
most organizations use "happiness sheets", level 1 evaluation for 
delegates to complete at the end of training programmes - and do not tell 
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anything about how effectively delegates have digested the material anci 
will apply it in the workplace. 
Rao (2001), in his article comparing management training in Indonesian 
and Indian health care system echoed similar views, he observed that 
seldom are efforts directed to evaluate the understanding of participants 
The feedback from the participants is usually focused on trainer, training 
methodology, and the organization of training such as classroom 
facilities, boarding and lodging. For improvement of training programs in 
health care in India, the author suggested, evaluation of the participants 
to see the change in knowledge and awareness. Now, the emphasis has 
shifted to using data to monitor the efficiency and effectiveness of 
learning function, says Brenda Sugrue (Davenport, 2006). 
Some studies have been conducted to evaluate the impact of training on 
learning. This is evident by the study conducted by Singh (2001) of 27 
supervisors from 10 mills, concluded that as compared to control group, 
learning scores for training group has improved significantly, 
demonstrating, training did result in learning. 
Research conducted by Sengupta (1999) found that after change in 
training methodology, there is significant improvement in teaching skills 
of experimental group of 14 trainee teachers, when compared with 
control group of 14 trainee teachers. Study conducted by Pattanayak 
(1998), comprising 1200 employees concluded that while training 
programs are successful to help employees understand their job 
requirements and responsibilities (72% of respondents agreed) and 
effective in developing interpersonal skills (50% of respondents agreed), 
however, training is not fully effective when it comes to practice what one 
learns in the day-to-day job. 
These studies demonstrate that training has been effective m improvmg 
knowledge and some skills of learner; no conclusive evidence is available 
to evaluate impact of training on business performance in India. Even in 
developed countries, only 30% of respondents evaluate their training (in 
relation to) behaviour-job impact (Berk, 2004). 
The present study examines the impact of training on business 
performance parameters in service industry, where non-technical 
knowledge and skills of employees play a critical role. Specifically, this 
study addresses the following aspects concerning the impact of traming 
on business performance parameters. Does training bring about 
substantial changes in the knowledge of employees? Does training bring 
about substantial changes in on-the-job skills of employees? Are the 
gains in knowledge and on-the-job skills of employees, who were trained 
higher than of those, who were not trained? Does training bring about 
substantial change in business performance? Are gains in business 
performance for those who were trained higher than of those, who were 
not trained? Is there improvement in business performance with gains in 
knowledge and skills of employees? 
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This study seeks to address such aspects as those above may puzzle 
organizational leaders and training professionals, who seek to develop 
employee knowledge and skills to enhance business performance. 
Delimitations of the Study 
Evaluating the impact of training on key performance parameters is a 
vast area of study. But an experimental investigation needs a specific 
theme, with well-defined samples and tools. The study is thus, being 
delimited to service industry. The sample consists of executives 
performing sales and customer service role in service industry. The focus 
has been kept on sales and customer service roles, because the 
investigator has experience in sales and customer service and would find 
it more convenient to understand and study the impact of training. 
Target group has been taken as customer facing executives, as 
executives at different hierarchy require different sets of competencies. 
So, taking them together would mean dilution of focus. Thus for the sake 
of comprehensiveness, roles of sales and customer service executives in 
service industry are included in sample. The study was conducted within 
National Capital Region of Delhi. 
Justification 
Despite the potential usefulness of training to achieve organizational 
strategy and business results, managements are not willing to invest 
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resources for training and impact of training is always open for 
discussions. There is little empirical research in India, to evaluate impact 
of training on business results, even though the first model for training 
evaluation was developed over 40 years back. Research focused on 
evaluating impact of training on business performance, will be helpful to 
training professionals and management by providing information in area 
of impact of training on business performance, resulting in business 
focused training, enhanced management commitment for training and 
use of training as key strategic tool available to management. 
This study is thus, a step towards putting the training evaluation 
techniques to good use in professional environment. 
Research Objectives 
The overall purpose of this research is to evaluate link between training 
interventions and key business performance parameters in service 
industry. To accomplish the research objective, the following objectives 
have been formulated. The objectives are to determine, for employees m 
service industry: 
1. To find out whether training bring about substantial changes in the 
knowledge of employees 
2. To find out whether training bring about substantial changes in on-
the-job skills of the employees 
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3. To compare gains in knowledge and on-the-job skills of employees, 
who were trained with that of those, who were not trained 
4. To assess whether training bring about substantial change m 
business performance 
5. To compare gains in business performance for those who were trained 
with that of those, who were not trained 
6. To compare gains in business performance with gains in knowledge 
and on-the-job skills of employees 
Significance of the Study 
Once, the linkage between training and key business performance 
parameters is established, this has the capacity to revolutionize 
approach of training towards skill enhancement and way organizations 
value training. Interviewing various training professionals and 
organizational heads further corroborates this viewpoint. However, 
interviews are subjective and theoretical inputs, which needs to be 
experimented on to provide concrete proof and confirmation. This study 
aims to provide this proof and confirmation. 
To achieve this objective, two organizations from service industry were 
selected, by simple random sampling (draw of lots). This study has used 
quasi-experimental research methodology where pre-training, post-
training performance comparison has been made by selecting two 
groups; a control group and an experimental group. While experimental 
13 
group was provided with training, there was no training input to the 
control group. Since, both the control group and experimental groups 
were working in same environment; hence impact of any extraneous 
factors was neutralized. 
Data was collected from secondary sources of books, journals, existmg 
dissertations and theses and internet. Primary data is collected usmg 
pre-designed questionnaires (written test and observation schedule), on 
which validity and reliability test were done by respective organizations. 
Data was collected for employee knowledge score and on-the-job skill 
evaluation scores, and ultimate business result of sales productivity and 
customer satisfaction scores. These scores were compared for employees 
who were trained and employees who were not trained. Correlation was 
calculated between intermediate results of training and ultimate 
business results. Data was analysed manually using single factor 
ANOVA. Details of data and analysis are given in chapter IV and chapter 
V. 
The results demonstrated that training has an impact on busmess 
results in both experiments. These results demonstrated that all null 
hypotheses except one were rejected and all alternate hypotheses except 
one were accepted, which were also supported by other case studies. 
Details are mentioned in conclusion chapter number VI. 
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CHAPTER 2 
LITERATURE REVIEW 
This chapter covers review of literature from the vast repository of 
knowledge already available on the subject of training, its importance, 
steps in training and training evaluation models. 
Background 
Emergence of Service Industry 
Wikipedia encyclopaedia (2003) states that, the tertiary sector of industry' 
(also known as the service sector or the service industry) is one of the 
three main industrial categories of a developed economy, the others 
being the secondary industry (manufacturing), and primary industry 
(extraction such as mining, agriculture and fishing). Service sector cover 
activities which are primarily concerned with providing services for the 
benefit of the population and/or other industries. Include insurance 
banking and finance, provision of gas and electricity and water, 
transport, communications, retailing and wholesaling, and central and 
local government (http://www.richmond.gov.uk/home/environment/ 
planning/glossary_of_planning_terms, 2004). For the last 20 years there 
has been a substantial shift from the other two industry sectors to the 
Tertiary Sector in industrialized countries (Wikipedia, 2003). In today's 
unforgiving marketplace, creating and maintaining customer loyalty is 
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more complex than ever. Many companies have counted on customer 
satisfaction as a guarantee of future success but were disappointed to 
find that satisfied customers might shop elsewhere without a moment's 
hesitation (Griffin, 2002). Tom Peters' advice: "To meet the demands ol 
the fast-changing competitive scene, we must simply learn to love change 
as much as we hated it in the past" (Kotler, 2003). Changing face ol 
industry from product oriented to customer oriented, has led to change 
in the way organizations treat their customers. 
This has led even manufacturing companies to look differently at their 
offering to customers; they have recognized the potential of service as one 
of the few sustainable competitive advantages they can develop 
(Zeithaml, Valarie and Bitner, 1996). All products and services, 
irrespective of sector they belong to have tangible and intangible 
components. For example, fast-food industry, while classified as a 
service, also has many tangible components such as the food, the 
packaging and so on. Automobiles, while classified within the 
manufacturing sector, also supply many intangibles (Shostack and Lynn, 
1977). 
Besides creating trends in the marketplace (companies aspiring to be 
industry leaders) must also become leaders in measuring and reporting 
on the linkages between their intangibles and cash flow (Davis and 
Harrison, 2001). Nargundkar and Panda (2004) mentioned that 
measurements in a service organization need to be multidimensional. 
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These measurements can be effectiveness metrics, capability metrics 
and efficiency metrics. To help organizations to deal with changmg 
environment and be prepared for future, balance scorecard was created 
by Kaplan and David (1996). Balance scorecard measures 
organizational performance across four balanced perspectives. 
financials, customers, internal business processes and learning and 
growth. 
Zemke and Schaaf (1989) have identified typical measures of service as 
reliability, assurance, empathy, responsiveness and tangible factors. 
Employees - Critical Link to Organization Success 
Employees are critical link to organizational success. According to 
Samuel (1995) capital investments will not be useful until matching 
human and institutional capabilities are available. 
Importance of employee in service delivery is demonstrated by Kotler 
(1994), in service marketing triangle, the three corners of a triangle are 
company, employee and customer. Where company interacts with the 
customer through external marketing, it also needs to interact with its 
employee, enabling them to deliver the service. Kotler called this process 
as Internal Marketing'. Then these enabled employees interact with 
customer to deliver the promise made by external marketing. This side of 
'Service Marketing Triangle' highlights the role played by internal 
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marketing, which is all about enabling employees to keep the promises 
that have been made to customers. Unless service employees are able 
and willing to deliver on the promises made, the firm will not be 
successful in keeping its promises and the services marketing triangle 
will collapse (Zeithaml and Bitner, 1996). 
Freemantle (1998) highlighted importance of making an emotional 
connect with customers in service industry by narrating his dinner 
experience, "There was something about this restaurant that made it 
tick, that made the overall dining experience so positive, what made 
eating at this restaurant such a pleasant event was the emotional 
connectivity" and people are integral component in creating this 
emotional connect and delivering service (Szwarc, 2005). 
This view has also been echoed by Suresh Rajpal, CEO, Hewelett-
Packard India, "customer satisfaction is not possible without employee 
satisfaction, and this also impacts market share of organization" 
(Jauhari, 2001). Thus, winning customer loyalty begins with winning 
staff loyalty (Griffin, 2003). This was summarized by Freemantle (2004), 
by saying, "Organizations that provide world-class service (are called as) 
"buzz", are full of people who make a difference." According to Snow and 
Yanovitch (2003) customer service is all about training employees. 
Scott and Devereaux (2003) mention that during the past 10 years, 
businesses have experienced dramatic changes, with increased focus on 
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services and customers, hence, there is critical need to match people to 
business results. This was also agreed by Keki Dadiseth "A Company is 
nothing without a collective intellect"; so in this millennium what is of 
prime importance is charging the organization's emotional and 
intellectual energy (Nicholsen, 2000). 
Hence, to succeed in a highly competitive global marketplace, companies 
need to be able to change quickly; their people must be able to acquire 
and assimilate new knowledge and skills rapidly and it is the 
responsibility of leaders to teach them (Tichy and Cohen, 1998). This will 
provide a competitive edge to future organizations, as the hardest thing 
for a competitor to match is your culture and the spirit of your people 
and their focus on customer service (Herb, 1998). Krishna (2002) 
summarized importance of people development by saying, "Physical 
infrastructure that men build can crumble and decay. But when we build 
up the capacity in people, it lasts for generations and helps to speedup 
the development process". 
Now a challenge is how do we train staff to recognize and deal with 
(customer) emotions and create differentiation for higher profits? (Barlow 
and Dianna, 2000) 
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Employee Development - An Integral Component of Organizational 
Strategy: 
"The main producers of wealth have become information and knowledge." 
— Peter Drucker (Charney and Conway, 2005) 
As organization shifts from being product based to knowledge based 
there has been a shift with accent on knowledge. Employee today needs 
to adopt skill sets and move across function and industries with ease 
(Singh, 2003). Buckly and Capel, (2000) mentioned that training is a vital 
element of any corporate strategy. The short-, medium- and long-term 
effects of training can only be experienced to the full if training is linked 
clearly with the corporate mission or purpose. This is also echoed by 
President and CEO of ASTD (2003), who point out that company should 
link training to their objectives and strategies. 
The connection which Hussey (1985), forged between organization 
strategy and training lead him to formulate two basic premises. Firstly, 
because an organization's activities in the education and training of 
management can be used to alter the organizational variables, they 
should be regarded as an aspect of strategy. Secondly, that because 
these activities in the education and training of management have the 
power to make a positive contribution to the implementation of strategy. 
According to Wills (1993), training is part of overall business cycle. 
Training should regularly assess the business current and future needs. 
The skills required are then identified and a training plan is developed to 
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eliminate the skills deficiencies to successfully implement business 
strategy. 
The effective functioning of any organization requires that employee learn 
to perform their job at a reasonable level of proficiency. So much that 
organization needs to provide opportunities for the continuous 
development of employee not only in the present jobs but also to develop 
their capabilities for other jobs which they might look for in the near 
future (Gerson and Gerson, 2006). Hence, people and their development 
are important to sustainable growth at John Deere 8& Company, says 
CEO Bob Lane (Bingham and Pat, 2006). 
One of the examples of training as part of strategy can be seen at IBM. 
IBM's strategy to meet its 'On Demand' image, include one of the three 
focus areas as skill development, training and learning across the 
workforce, with budget of $700 million. IBMers will spend more than 15 
million hours training and learning new, "hot", market valued skills (Rex, 
2005). 
Frank Rose, VP of corporate training and dean of Symbol University for 
Symbol Technologies says, "We mandate every employee to receive a 
minimum of 40 hours a year of training" (Zahn, 2001). Importance of 
training is highlighted at Walt Disney World, where leader must 
encourage and train their Cast (read: staff] to connect emotionally with 
the guests (Taylor and Lovoy, 1998). Espire in its web site (2003) has 
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clearly stated that 'to be in the lead, we have made learning and 
development a priority for both, businesses and individuals.' 
Hence constant training is an integral component of any corporatf^ 
strategy and individual plan and would be necessary to keep the future 
running smoothly (Rex, 2005). 
Training and Steps in Training 
What is Training 
According to Oxford advanced learner's dictionary (1998), training is "The 
process of preparing or being prepared for a job". 
Training may also be defined as a learning experience in that it seeks a 
relatively permanent change in an individual that will improve the ability 
to perform on the job (DeCenzo, 1999). 
An operational definition of learning by Bower and Hilgard (1981), says: 
"Learning refers to change in subject's behaviour potential in a given 
situation brought about by subject's repeated experiences in that 
situation, provided that the behaviour change can not be explained on 
the basis of subject's natural response tendencies, maturation, or 
temporary states." 
Goldstein (1980) defined training as: "The acquisition of skills, concepts 
or attitudes that result in improved performance in an on-the-job 
situation." 
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Number of other researchers has also concurred that, training is the 
transfer of defined and measurable knowledge or skills that result m 
improved performance in an on-the-job situation (Goldstein (1980); Wills 
Mike (1993); Zalman, Richard (1991); Decenzo and Robbins (1999); Lee 
and Beard (1993); Rothwell and Sredl (2000); Prasad (1994); Dubois and 
Rothwell, 2004). In other words training activities are aimed at making 
desired modifications in skills, attitudes and knowledge of employee so 
that they perform their jobs most efficiently and effectively (Brattan and 
Jeffrey, 1999; Stranks, 2006). 
These definitions highlight training as a focused approach to solve 
problems existing as on date. As per Lynton and Pareek (1990), basic 
objective of training is to help the people to improve their current and 
future performance. Hence, they defined training as the 'means to reduce 
obsolescence among people and organizations in the face of relentless 
technological innovations' or to prepare him for a higher position with 
increased responsibilities (DeCenzo, 2003). This is summarized by 
Rothwell (2005), who defined training as "the field of activity that focuses 
on identifying, assuring, and helping develop, through planned learning 
the key competencies that enable individuals to perform current or 
future jobs." 
As already defined, training is aimed at making desired modification in 
attitude, knowledge and on-the-job skill of employee to enable them to 
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perform current and future role effectively. Training shortens the 
learning curve of employee and reduces mistakes. 
For the purpose of this study, training refers to the process of transfer ol 
defined knowledge or skills that result in improved performance in an 
existing on-the-job situation. Broadly speaking training is the act of 
increasing the knowledge and skill of an employee for doing a particular 
job. 
Benefits of Training 
"The primary goal of the training department should be to provide 
products and services that directly impact the business results of 
organization", says Ann Parkman, President for Effective Performance in 
Atlanta (Rossi, 2005). 
According to Patrik (1999) training is the tool to fulfil all three basic 
requirements, which organizations must have i.e. people retention, 
people performing task in dependable manner and people go beyond 
their role and engage in some form of creative spontaneous and 
innovative behaviour at work. 
Some situations where training can be a part of solution are high 
employee turnover, high absenteeism, proportionally high overtime, 
increasing customer complaints, employee grievance, low employee 
morale, high error rate, new employees not trained, low emplo\'ee 
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productivity, introduction of new procedures. Some other areas where 
training can make an impact are succession planning, work methods 
improvement, work methods, material control, improved hygiene and 
safety and enhanced sales (Buckley and Jim, 2004; Hurley, 2005; Harris, 
2005). Research has indicated that training can also impact courtesy and 
employee attitude transformation (Karnikeya, 2004; Goyal, Sharma and 
Jauhari , 2004). 
As is evident from definition of training, training is development of the 
attitude, knowledge and skill and/or behaviour pattern required by an 
individual to perform adequately a given task or job for organizations 
benefits. Hence, organizations can't be benefited till individual knowledge 
and skills are not improved (Zalman, 1991). Buckley and Jim (2004) also 
pointed that there are numerous potential benefits to be gained by 
individuals and by organizations from well-planned and effectively 
conducted training programmes. 
Individual trainees can benefit in a number of ways. There will be 
increased job satisfaction from performing a task well and from being 
able to exercise a new repertoire of skills. Also there will be opportunities 
for extra earnings accrued through improved job performance and the 
enhancement of career and promotion prospects both within and outside 
the organization to which they belong (Buckley and Jim (2004)). Demand 
for training by individual employee can be highlighted from employee 
complaints that they do not receive enough training—or that the training 
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they receive is offered too little or too late to be of value to them in 
keeping pace with today's frantic pace of organizational and technological 
change (Rothwell, 2002). 
Another benefit of training is demonstrated by study conducted by 
Hodges (1999) is that developing competencies and as learners worked to 
develop skills, they also developed increasing complexity of thought and 
the ability to develop comprehensive models of situations and processes. 
They expanded contextual understanding of the workplace and had the 
experience of being able to more easily and effectively address real 
workplace problems. 
Managers at Coming's ceramic plant found that training team workers 
improved productivity by virtually every measure (Henkoff, 1993). Some 
employers have found that funds spent for basic skills training not only 
improved performance and reduced accidents, but also improved the 
self-esteem of employees who acquired the skills (Fisher, Schoenfeldt and 
Shaw, 1990). 
According to McManus (1994) and Flaherty (1995) training is an effective 
retention strategy, as workforce view training and development 
opportunities as critical. This can impact organizational performance as 
in a study for hospitality industry in U.K., staff turnover is costing over 
£300 million per annum, averaged at over £3,000 per post (Lashley, 
2001). Strayer (2003) gave a formula for employee retention: 
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Employee Retention = Better Compensation + Developmental 
Opportunities 
Study at HP services demonstrates impact of training in employee 
retention and saving manpower turnover costs. At HP services, as a 
result of the training program, approximately sixty individuals who were 
in the program voluntarily left the company, against 100 individuals left 
the company from untrained group in a similar time period; this has 
resulted in savings of over $1,600,000 towards cost to locate and hire 
(Kirkpatrick and Kirkpatrick, 2005). 
Raychem (1996) in his research at Xerox found that post-training, 
Newcastle branch of Xerox, became the top branch in the country, in 
terms of sales productivity and number of calls required to get an order 
was reduced by half from 48 to 24 post training. 
Training is an answer to deal with stagnation stage by constantly 
updating employees in every field. Some of these benefits are quick 
learning - reduce learning time to reach the acceptable level of 
performance, improving quality and quantity of output by enhancing 
skills of employees, standardization of best procedure available at work 
place, reduced supervision, economical use of material and equipment 
leading to lower cost of production per unit, higher morale and 
commitment of employees. With the help of training, employee 
dissatisfaction and complaints of absenteeism can also be reduced 
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among the employees. Training also adds to the hiring appeal of the 
organization (Patrick 8& Furr, 1999). Another benefit of training has been 
identified as for preparation of future managers and as a tool for reward 
and recognition. In times when changes in environment and 
management are happening at considerable pace, the training function 
can potentially impact in a positive and major way on the management of 
change (Stewart, 1996). 
Most of the literature available on human resources training and 
development and its benefits is based on the observations of large-scale 
organizations (Srivastava, 2003). However, now even small businesses 
have started focusing on training. The U.S. subsidiary of an Australian 
supplier of automotive brake components saved US$100,000 in overtime 
payments alone the first year after signing with GoTrain Corp. for its 
environmental, health and safety training. Study by Ogunu (2002), 
concluded that management training programmes in Guinness Nigeria 
Pic are effective in preparing the staff for the job they do. 
Overall training gives the organization a competitive edge by keeping 
abreast of the latest changes; it acts as a catalyst for change (Towers, 
2004). According to Strayer (2003) training exists primarily to help 
people do a better job at getting the results an organization needs. 
With benefits of training defined, trainer / performance consultant 
should be committed to closing measurable gaps in valued results 
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(business results), between current level (of business performance) and 
desired level (Geary and Morrill, 2005). 
When training is required 
According to life cycle of employee in organization and role, trainmg 
requirements differ. Different occasions when training is to be conducted 
are movement of people within organization and new work. Some areas of 
movement within organization are new recruits to the company 
(University of Western Australia, 2004), transferees within the company, 
promotions (Towers, 2004) and retirement and redundancy (Patrick and 
Furr, 1999). 
Training is also required in case of from changing the work itself. For 
example: new plant or equipment, new procedures, new standards, rules 
and practices, new relationship and authorities (G. Nicholsen, 2000), 
Bach, S. and K. Sissons, (2000) also agree that this knowledge cannot be 
gained accurately in a casual fashion: some effort has to be made by 
management to supplement what the employee learns accurately and 
inaccurately, in the course of the day. In addition to occasions where 
training is required with movement of people and new work, training is 
also required for the maintenance of present attributes, like maintenance 
of standards particularly in areas of human safety (Towers, 2004), 
maintenance of adaptability (Deret, Hall 8& Taylor, 2002), maintenance of 
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management skills 85 standards and integration with organizational 
culture (Child, 1989). 
It is important to conduct training at time, when people can use skill 
mastered during training. People forget a previously mastered skill when 
they do not use it. If an employee has to wait for six months to practice 
or use what they have been taught, they would have forgotten. There is 
not only a learning curve; there is also a forgetting curve (Singh, 2000) 
The impact of just-in-time training is very high on business results 
(Armstrong, 1999). 
Benefits from training and the return-on-investment from trainmg can be 
realized by individual and organization, only if training programs, both 
informal and formal, are well defined, delivered, and evaluated (McArdle, 
1999). 
Training Steps: 
To ensure effective training, different researchers have defined trainmg 
steps. Craig, 1976, defined various steps of training as Identification of 
training needs, develop training objective, design training curriculum, 
design/select training methods, design training evaluation methodolog\. 
conduct training programme and measure training results. On the other 
hand McManus, 1994, simplified this model in four steps of identification 
of training needs, design training, conduct training and assessment of 
training effectiveness. 
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McArdle, 1999, has developed training design model, where he 
mentioned that before starting the training process, it is important to 
have a business justification of training initiative, which include traming 
need analysis and estimated return on investment of training. He also 
mentioned that evaluation should not only be done at end of trainmg 
program, but at each stage of training to enhance training effectiveness. 
The training steps adopted to implement training, decide the approach 
and detailing by the person implementing training. Broadly speaking, all 
researchers have divided training cycle in four steps of investigate, 
design, deploy and evaluate training. Now, we shall briefly discuss 
research in each step, before going in details of research conducted in 
training evaluation. 
Identification of Training Needs 
"Success of any training programme largely depends upon proper 
identification of training needs" (Tyson, Lawrence, Poirson, Manzolmi, 
and Seferi, 1993). Strayer (2003) clearly identified, needs assessment and 
needs analysis as the first steps of any training process. 
Training need is a gap between actual performance and desired 
performance or between current abilities and job requirements that can 
be closed by training (McConnel, 2003). A training needs assessment is 
the systematic process of gathering and analysing information about 
training needs (McManus, Irene, McManus and Williamson, 1994). 
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According to McClelland (1992), training need assessment provides 
information on areas where training programs can be effectively 
implemented with the greatest impact. Zemke St Kramlinger (1982) have 
defined training needs assessment as the process of identifying how 
training can help organization reach its goals. It has been referred to as 
"the art and science of finding the right problems and understanding 
them fully". 
Nowack's (1991) clearly states in his model for needs analysis to 
differentiate between training "needs and wants" based on their 
importance to the job-task (or behaviour) and the requirement for 
increased employee proficiency. Fairbairns (1991) identifies two 
questions common to many needs analyses: 1) What skills, knowledge, 
and/or personal attributes are important in your job and, 2) In what 
skills, knowledge, and/or personal attributes are you in need' of 
training? 
Darraugh (1991) mentioned that preceding need assessments, training 
professionals should determine the deficiencies and why they exist i.e. 
conduct a root cause analysis. This is also validated by 'Performance 
Relationship Map' proposed by Robinson and Robinson (1995) which 
emphasizes both training and non-training solutions to individual and 
small-group performance discrepancies should be investigated. The 
Zemke 86 Kramlinger's (1985) 'Figuring Things Out' (FTO) Model is 
composed of factors that affect performance in an organization. The 
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factors are detailed in three primary arenas: performer, local 
performance environment, and organizational climate. While conducting 
training need analysis, we need to isolate these factors. Thus, before 
starting training need analysis, one should analyse problem carefully 
and identify training and non-training solutions. 
Most practitioners look at training needs analysis as problem solvmg 
activity focused at reducing the gap between desired and actual problem. 
Rossett's (1987) reactive model seeks to lessen the gap between "optimal" 
and "actual" individual and small-group performance. The procedure for 
this activity involves responding to initiating performance discrepancies 
by identifying the source of problems (causal analysis). Gordon (1994) 
also approached needs assessment as an analysis activity, and does not 
so much identify and document gaps in results. 
Researchers have defined steps for conducting training need assessment. 
These include defining the needs assessment purpose, collection of needs 
assessment information, analysing the information and making training 
recommendations based on the analysis (McManus (1994), Estep (2005), 
McArdle, (1999), Witkin 86 Altschuld (1995)). 
Gilbert (1978) also asserts that "at whatever level we ultimately wish to 
draw conclusions about performance, we must begin by identifying the 
context at a higher level". This view is also agreed by Kaufman's (1998) in 
his 'Organizational Elements Model' (OEM) formally addresses the 
linkages between every result focus (societal, organizational, small-group, 
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and individual). The OEM framework suggest that a needs assessment 
begin with a focus on societal results (referred to as mega-level results) 
and roll-down to organizational (macro-level) and individual or small-
group (micro-level) results. Ostroff 8& Ford's (1989) model proposed that 
training requirements should be analysed according to three content 
areas: organizational, task, and person. 
Rothwell &y Kazanas' (1992) and the four-phase model for needs 
assessment proposed by Burton 86 Merrill (1998) relies on the 
assumption that the acquisition of skills learned in a course will 
contribute to desired societal outcomes and organizational outputs. 
Even, Hannum 86 Hansen's (1989) support beginning with a top-down, 
societal needs assessment, but elect in their model to examine only gaps 
in results at the level of the individual performer. As training is a tool to 
develop individual employees to impact performance at all levels. 
Before conducting training need analysis, objective of training need 
analysis needs to be defined. Training need analysis can be done at 
corporate level and individual level (Patrick and Furr, 1999, McConnel, 
2003). The training needs of the organization have to do with the 
requirements to meet the organization's objectives. For example, a new 
employee orientation program is something the company wants all new 
employees to attend. It meets an organizational need of ensuring all 
employees have similar and correct information about the organization, 
its policies, and its benefits. At an individual level, each learner is 
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unique, their personalities differ and their learning needs differ (Cotton, 
2004), individual employee training needs have to do with training 
required by a specific employee to improve performance, to be eligible for 
other jobs, or to acquire specific skills or abilities that most employees 
already have. For example, if only one employee in a department requires 
training in basic mathematics, that is an individual employee training 
need, not an organizational one (McConnel, 2003). Hence, while 
conducting training need analysis, objective has to be kept in mind. Is 
this a need analysis for organization, an individual or both? When we 
meet individual training needs we "put teeth" into career planning and 
individual development (Laird, Naquin and Holton, 2003). 
Information about training needs comes from all levels of management, 
employees, and other sources, such as production requirements, 
organizational records, governmental regulations, technology changes, 
and economic forecasts (McManus, Irene, McManus and Williamson, 
1994). Analysing performance is one of the key inputs for training need 
analysis (Mager, Robert F. and Peter Pipe, 1999). The managers feel 
training needs when they discover deviation between standard 
performance and actual performance of its employee (Patrick and Furr, 
1999). Specifically, the manager should pinpoint training needs with 
career life cycle of employee (Peterson, 1996). Cline 86 Seibert (1993) have 
identified data sources for training need identification as hard and soft 
data sources. Guidelines for the collection of soft data include interviews. 
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group discussions, and questionnaires. Though he has not mentioned 
any sources of hard data, which may be organizational performance 
records. Cureton, Newton and Tesolowski (1986) recommended the use of 
advisory committees, assessment centres, behaviour observation, in 
addition to conventional interviews and attitude surveys to be used as 
tools for training need assessment. Graham 8& Mihal (1986) offer model 
for needs assessment recommend using a surveying approach that is 
less likely to be biased by the perceptions of managers. According to 
them, "when the needs for a management-development program is 
deteraiined by a survey that asks managers to report their wish list of 
training needs, one out of four programs recommended (25% to 38%) will 
be unnecessary and waste training funds." 
Authur (1993) suggests that need assessment begins with an analysis of 
customers and suppliers. The model focuses efforts around the 
requirements of end users or those "who ultimately serve the external 
paying customer." 
As per Eisenstein (1995), pre-training skills assessment secures a solid 
foundation for learning. The objective of training is to 'train'. This 
statement imposes certain prerequisites on training. Snow and Yanovitch 
(2003) observed that each level in the organization has specific needs and 
questions that are unique to their situation. Hence, they recommended 
holding separate training sessions for different levels of hierarchy in the 
organization. 
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Some benefits of training needs assessment are that this ensures that 
training relates to the real needs of the organization, and not to assumed 
needs. Training need analysis justifies the expenditure for a training 
program, a benefit that is particularly important when an organization's 
finances are lean. Need analysis helps to define the current levels of 
employee knowledge, skills, and performance. These levels act as a 
baseline from which to measure training effectiveness or performance 
improvement and establish an information base to use for anticipating 
£ind planning future training (McManus, McManus and Williamson, 
1994; Tobey, 2005). 
Mackey and Thorne (2003) identified key questions to be answered before 
working to link training to business objectives are, Svhat are the 
business objectives?' and 'How will the training help the business to meet 
those objectives?'. Here, training need assessment sets the stage for 
further stages in training cycle, including training evaluation. This is 
demonstrated by (McCain, 2005), he defined the training need 
assessment model, where the first stage of training need analysis is 
identification of business needs, which defines, Why training is 
required?' Once business needs are understood, the second stage of 
training need analysis is to understand the performance needs, i.e. what 
performance issues this training is addressing. Once, performance issues 
are identified, then learning needs in terms of knowledge, skill and 
attitude need to be identified and as a concluding step, who are the 
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learners who need to be given this input which will develop their 
knowledge, skill and attitude, resulting in developing their performance 
and impacting the business requirements. This model clearly 
demonstrates that the stage for training evaluation is set at time of 
training need analysis itself. 
It has been seen that many organizations invest considerable resources 
in training and development but never really examine how and where 
this can most effectively promote organizational objectives and individual 
growth. The failure to analyse training needs with the organization will 
lead to lesser of benefits of the training programme (Bach and Sissons, 
2000). According to a study, US organizations spend about $5 billion 
annually to train end-users of information technology (IT), and 50% of 
organizations that have training programs do not assess their training 
needs (Nelson, Ryan, Whitener, Ellen, and Philcox (1995)). Hence it 
would be pertinent to analyse training needs first and then imparting 
training accordingly. 
Develop Training Objectives 
Training objectives are defined on outcome of training need analysis. 
Learning objectives may be the most critical input in designing training 
sessions. People are more likely to complete training sessions 
successfully if they are told at the outset of the session what the goals of 
the training are (McArdle, 1999). 
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According to McManus (1994), training objectives state precisely what 
the trainees will know or be able to do when they complete the course. 
For example, in an electronic assembly course, a training objective could 
read: Upon completing this training, trainees given a printed circuit 
board will be able to solder connections that meet quality control 
specifications or , as a result of training effort (participants should) know 
more than they knew before, understand something they did not 
understand before, develop a skill that was not developed before, feel 
differently about a subject that they felt before, develop an appreciation 
for something where there was little or none before (Mager, 1999). 
Training objectives must be written to provide unambiguous statements, 
which describe precisely what trainees are expected to be able to do as a 
result of their learning experience (Buckley and Jim (2004)). 
Design Training Curriculum 
Training design refers to factors built into the training program to 
increase the chances that transfer of training will occur. For transfer of 
training to occur we need to apply transfer of training theories and 
principles of self-management (Noe, 2002). Training design is a set of 
detailed plans created to achieve the course objectives. Ideally, this 
means that, after completing the course, trainees will be able to perform 
the behavioural objectives to defined standards. Instruction (training 
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curriculum) is effective to the degree that it succeeds in changing 
students in desired direction and not in undesired directions 
(McManus, 1994). 
The first step for designing training curriculum is defining instructional 
objective. An instructional objective is a collection of words and/or 
pictures and diagrams intended to let others know what you intend for 
your students to achieve. It is specific and measurable, rather than 
broad and intangible and it is concerned with students, not teachers 
(Mager, 1999). 
To enhance effectiveness of training, many companies see customized 
training as a differentiator (Cohan, 1998). 
According to Estep (2005), Instructional System Design (ISD) models as 
the ADDIE (that is, analysis, design, development, implementation, and 
evaluation) model offered a wonderfully concrete, step-by-step approach 
to developing training. 
Design / Select Training Methods 
Training method is a tool used to deliver learning (McManus, 1994). 
Training methods have a number of overlapping objectives. As stated 
earlier, they have to be chosen in relation to the programme design 
requirements. The main objectives of individual training methods could 
be demonstration value, developing interest and finally, appeal to senses. 
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(Patriock and Furr, 1999) However, more than one or even all three 
objectives may be found in one method. Mager 86 Pipe (1997) hold that 
cost-benefit is the best approach to training solution selection. According 
to Pike and Christopher (2004), learning is directly proportional to the 
amount of fun trainee has, which leads to higher involvement and recall. 
Choice of training method determines the impact of training. Different 
training methods involve different senses, which enhance retention of 
learning. While only hearing results in 30% of message retained, only 
seeing results in 40% retention, both hearing and seeing result in 50% 
retention, while doing and experiencing results in 80% retention. This 
has resulted in development of variety of training methods involving 
different senses (Singh, 2000). 
Training methods are broadly divided into on-the-job training and off 
the-job training. On-the-job training involves apprenticeship training, job 
instruction training, in-plant and craftsmanship training. On the job 
training may be easier and cheaper, and just as good as the formal 
variety. As one of the stages of the business, Thomas Gilbert, put it, 
"Show-how is cheaper than know-how" (Mager and Pipe, 1999). On the 
other hand Sissson (2001) argued that, on-the-job training is 
unstructured and probably the single most expensive training method 
available, being conducted on one-on-one basis. Off-the-job training 
involves 'Programmed' instructions. Various methods of off-the-job 
training are Classroom lectures, videos and films, simulation exercises 
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(simulating real life situations like role-plays, business games and in-
basket training), laboratory training (sensitivity training, T-group and L-
group transactional analysis). Sample real life - case study, 
individualized counselling, discussion methods (seminars, conferences), 
computer based training, vestibule training (simulated work station), 
programmed instructions (DeCenzo, David and Robbins, 1999), Tele-
conferencing ( Dessler, 1997) and outdoor training programme. 
Importance of non-classroom training is increasing. Study by Patra, 
2003, concluded that business games have assumed an important role in 
education and training for industry and commerce. Also, simulation 
provides learners with an atmosphere in which it is safe to fail (Salopek, 
1998). 
Survey of 150 US organizations show that 77% of U.S. organizations 
currently use blended learning (blend of classroom training and e-
leaming) (Balance Learning Limited, 2004). Key benefit of e learning, as 
mentioned by Ara Ohanian, CEO of Vuepoint is improving proficiency 
and the learning curve (Harris, 2003). However, in e-learning 
implementation, one of the challenges is high drop out rate, sometimes 
over 80% (Leslie, 2003). 
Different approaches to training have varying impact on business results. 
While the impact of just-in-time, highly tailored training and one-to-one 
coaching is very high on business results. Impact of generic, non-tailored 
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training in larger groups has low impact on business results (Armstrong, 
1999). Singh and Perdue (2002) concluded that training methods that 
are interactive, involve human interaction, emotionally involve the 
participant, and connect the trainee with reality, are generally more 
effective training method. Examples of these methods are case study, 
one-to-one, role play and sensitivity training. 
Design Training Evaluation Methodology 
Evaluation is not an activity to be developed at the conclusion of the 
design/development process, nor is it something that is completed at the 
end of a course delivery. Evaluation is part of the training program; 
instructional design is incomplete without evaluation. Evaluation should 
be planned before the program activities are designed (McCain, 2005). It 
is at the planning stage that the basis upon which each category is to be 
evaluated should be determined. At the same time, it is necessary to 
consider how the information required to evaluate courses should be 
obtained and analysed (Armstrong, 1984). 
Training must enable and link directly to bottom-line initiatives, not just 
build skills (Strage and Hennessey, 2003). Seagraves (2005) strongl\ 
advocate that the value of training should be communicated tersely and 
in the language of CEO, which include financial numbers. 
Hodges (1999) developed a model, where he shared various components 
of HRD evaluation. This models look at conducting a need evaluation, 
43 
followed by formative evaluation by asking Svill it work?', followed by 
summative evaluation, which includes four evaluation levels of 
Kirkpatrick training evaluation model. 
Thus training evaluation methodology must be created at design stage 
itself. Trainers should always include an evaluative conclusion, whether 
you've met learning objectives (Michaluk, 2001). 
Training Evaluation involves scrutinizing the programme both before and 
after the programme is completed in order to make the training 
programme effective. Neo (2002) gives the flowchart of Training 
Evaluation Process. The process should begin with determining the 
training needs, which helps to identify what knowledge, skills, attitude, 
behaviour, or other learned capabilities are needed. Next step is to 
identify specific measurable training objectives to guide the programme. 
The more specific and measurable these objectives are the easier is to 
identify relevant outcomes or criteria for the evaluation. Based on the 
learning objectives, outcome measures are designed to assess the extent 
to which learning and transfer have occurred. Once they Eire identified, 
next step is to determine an evaluation strategy. Factors such as 
expertise, how quickly the information is needed, change potential, and 
the organizational culture should be considered in choosing a design 
(method to be used for evaluation like pre-test / post-test with control or 
without control). Planning and Executing the Evaluation involves 
previewing the programme well as collecting training outcomes according 
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to the evaluation design. The results of the evaluation are used to modify, 
market, or gain additional support for the programme (Noe, 2002 ). 
A training evaluation plan should provide for each of the elements 
including learning, use on the job and impact on business (McCam, 
2005). 
Conduct Training Program 
The selection of, or the systematic design and development of training 
content is no guarantee of success; training programmes have to be 
delivered properly. The findings suggest that the role of the professional 
trainer had undergone significant changes. He is today not only a mere 
provider or organiser of training but also is being seen as an agent or 
facilitator of change. This is because today the management is 
integrating training into the very culture of their organisation. In some 
organisation the trainers now have access to key decision-makers and 
have established greater legitimacy for training and development 
activities (Monappa, 1999). 
Zenger, Folkman and Sherwin (2005) have concluded that investments in 
the post training follow-through, enhances the degree to which anv 
learning is put to practice. Thus it leverage the investments made during 
learning events. 
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MEASURE TRAINING RESULTS 
The Evaluation of Training 
The two biggest challenges facing learning and development professionals 
are measuring learning effectiveness and communicating the impact of 
learning on the bottom line (Murray, 2004). With huge investments made 
in training, the question no longer is, "should we impart training", but 
rather, "are training initiatives worthwhile and effective?" (Srivastava, 
Shafiq and Ghosh, 2005). 
There are a number of expressions used to describe steps taken by 
management and by training offices at the conclusion of training and 
during the days or weeks afterwards. These expressions include 
validation and evaluation, as well as cost benefit, which have appeared in 
more recent years. Let's look at definitions in order to establish a clearer 
picture of what each is, and how they relate to each other. 
Evaluation literally means the assessment of value or worth. In training 
terms, evaluation refers to the process of collecting the outcomes ot 
training programmes that are needed to determine the training 
effectiveness. Training effectiveness refers to the benefits that the 
company and the trainees receive from training. Benefits for trainees ma\ 
include learning new skills or behaviour and for company may include 
increased sales (Noe, 2002). 
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There is both disagreement and confusion among practitioners over the 
terms validation and evaluation. 
The Department of Trade and Industry (DTI) defines Validation as "a 
series of tests and assessments designed to ascertain whether a training 
programme or course has achieved the behavioural objectives specified." 
In literal terms: - "Does training do what it was designed to do?"(Lee & 
Beard, 1993). 
Validation is establishing that what you set out to do, you have actually 
done. Thus the validation that is concerned with training means that, 
when the training is finished, someone inspects the evidence available to 
see whether the right things have been taught, in the agreed manner and 
to agreed standard's and that the trainees have learnt to an expected 
level of proficiency (Dessler, 1997). Generally speaking, validation means, 
if it is undertaken to deliver a certain product by a certain date, it is 
checked to see that it has been done. Validation produces no problems 
for management, provided a system is established to check and validate 
(Dessler, 1997). 
Evaluation on the other hand, is defined by DTI as "the assessment of 
the total value of training or course. Evaluation differs from validation in 
that it attempts to measure the overall worth 86 benefit of the course, and 
not just the achievement of the laid down objectives." In plain words 
again: "Was it worth doing the training?" (Lee 86 Beard, 1993). 
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Evaluation of training, or, indeed of anything, consists simply of putting 
a value to it. The person who undertakes to validate is not immediately 
concerned with saying whether he likes the thing he is validating, or 
whether any benefit arises from it, or whether it was the right thing to 
have done. He is concerned simply with saying whether or not it 
happened. But to evaluate training means undertaking a search for the 
effect that it has had on the people and the situations, which it 
influences, and then trying to measure or estimate whether this is 
advantageous or disadvantageous. One of the values that one can attach 
to training and to its effect is money value, on cost benefit analysis, i.e. 
the ways in which the costs of training and the financial benefits, which 
follow from training can be assessed (Storey and Sisson, 1993). 
Hamblin (1974) defined evaluation of training as: "Any attempt to obtain 
information (feedback) on the effects of training programme 86 to assess 
the value of training in the light of that information for improving further 
training", (Lee, and Beard, 2003). 
Need for Evaluation 
Training evaluation is critical both for the users of training (example 
industry/corporations) and training consultants. Where training 
evaluation is important for industry to optimise their investment, 
training organizations want to know answers about the quality of 
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training programs, as perceived by their clients. This was the reason for 
group of training organizations in Netherlands to create an association 
VETRON', to evaluate quality of training programs and benefits to clients 
(Mulder, 2001). 
Some of the reasons for evaluation of training are for further 
improvements in training programme (like to identify the program's 
strengths & weaknesses and to assess whether the content, organization 
86 administration of the programme contribute to learning and the use of 
training content on the job), or to determine financial benefits and costs 
of the training programme, by comparing the costs and benefits of 
training versus non-training investments (such as work redesign or a 
better employee selection system), or by comparing the costs and benefits 
of different training programmes to choose the best programmes (Noe, 
2002). 
Evaluation provides measurable outcomes from training courses or 
development centres which can be used to assess the impact on the 
workplace performance of the participants, and the subsequent impact of 
this on the overall organizational performance. This of course, will not be 
simply an evaluation of the training process, but will be an evaluation of 
the whole process of maintenance or change or development within 
which training has a part to play (Nicholsen, 2000). Dan (2006) says that 
measuring the results of training shouldn't be the responsibility' of 
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training department alone. Instead, line-of-business managers should 
also be involved. 
Evaluation Types 
Noe (2002) and Ahluwalia (1994) have classified evaluations on basis of 
objective with which evaluations is done as formative evaluation, pilot 
testing and summative evaluation. 
Formative Evaluation: It refers to evaluation conducted to improve the 
training process. Employees and Managers participate in the programme 
before it is made available to rest of the company. As a result of the 
formative evaluation, training content and process may be changed to be 
more accurate, easier to understand or more appealing. 
Pilot Testing: Pilot testing refers to the process of previewing the training 
programme with potential trainees and managers. Programme developers 
use the information gained from this preview to improve the programme 
before it is made available to all employees. 
Summative evaluation: It refers to evaluation conducted to determine the 
extent to which the trainees have changed as a result of participating in 
the training programme. That is, have trainees acquired knowledge, 
skills, attitudes, behaviour, or other outcomes identified in the training 
objectives? Summative evaluation may also include measuring the 
monetary benefits (ROI) the company receives from the programme. It 
usually involves collecting quantitative data using tests, ratings of 
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behaviour or objective measures of performance such as volume of sales, 
accidents, or patents. 
While formative evaluation and pilot testing focus on improving the 
process, summative evaluation focus on evaluating the outcome of 
training process or training intervention. As part of this study, while 
evaluating impact on business performance, we are focusing on 
summative evaluation of training programme. 
These evaluations may be done internally or by an external expert. Over 
last four decades few models of training evaluation have evolved. Some 
models are discussed below: 
Models of Ehraluation 
Donald Kirkpatrick's Model for assessing training impact: 
Kirkpatrick's training evaluation looks at the trainees' reaction, learning, 
behaviour and results to ascertain if a training course is successful. 
According to Swanson, 20061994, this model for evaluating the impact of 
training was first introduced in 1959, and it still serves as an industr\-
standard for evaluating training results. Extensive research and 
application of the model indicate there are four basic levels in measuring 
the impact of training: 
Level 1: Reaction - Did the participants like the training? 
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Reaction is commonly obtained at the end of a seminar or workshop by 
simply asking the participants, "How did the training feel to you?" 
Usually designed as a questionnaire, trainers refer to this level as "Happy 
Sheets" or a "Feel Good Measure". 
Such measurement should not be underestimated. Participants' 
reactions can help to determine the effectiveness of a program and how it 
can be improved. Kirkpatrick believes the first level can't be bypassed 
because, as he puts it, "If participants do not react favourably, they will 
not be motivated to learn". If participants aren't enjoying the program, 
you will have an increasingly difficult time keeping them engaged in the 
activity. 
Reaction about the training can be obtained by any of the methods of 
^Reaction Evaluation'. 
Extensive usage of level 1 evaluation has been confirmed by number of 
researchers. (Burgoyne and Cooper, 1975; Smith and Tanton 1985; 
Foxon 1989). 
Level 2: Learning - Did the participants learn something in the training? 
Kirkpatrick defines learning as the "extent to which participants change 
attitude, improve knowledge and/or increase skill as a result of attending 
the programme". 
It is typically easier to determine what new knowledge or skills 
participants have acquired than the ways in which the training changed 
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their opinions or beliefs. Tests are the most frequent method of 
evaluating learning. Learning is determined by Post Course Surveys, 
written and oral tests and knowledge 8& performance based testing. 
As per Brenman (2003) there is increased interest in level 2 evaluation -
testing participants to see whether they actually learned anything. 
Level 3: Behaviour - Did the participants apply what they learned in the 
training back on the job? 
The third level of training helps assess impact of employee learning back 
on the job. This form of evaluation can be time consuming and costly, 
but it's critical in determining if classroom knowledge transfers to the 
workplace. 
In this system, the candidate is assessed periodically once in a year and 
sometimes even half yearly. The assessment is made on a questionnaire 
specially designed to measure behaviours considered as critical for 
performance. This feedback is to be taken both before and after the 
training program and the results on comparison would throw light on the 
change in behaviour of the trainee, if any. 
Level 4: Results - Did the participants' application on the job impact the 
organization? 
Kirkpatrick did not offer a formal definition for this element of his 
framework either. Instead, he relied on a range of examples to make clear 
his meaning. Those examples are herewith repeated. "Reduction of costs; 
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reduction of turnover and absenteeism; reduction of grievances; increase 
in quality and quantity of production; or improved morale which, it is 
hoped, will lead to some of the previously stated results". 
It is worth noting that there is a shifting of conceptual gears between the 
third and fourth elements in Kirkpatrick's framework. The first three 
elements centre on the trainees; their reactions, their learning, and 
changes in their behaviour. The fourth element shifts to a concern with 
organizational payoffs or business results (Nelson, 1999; Delahoussaye, 
2002; http://Home.att.net/nickols/evaluate.htm, 2002). 50% of top 100 
companies, measure training effectiveness through Kirkpatricks' Level IV, 
business results (Noe, 2000). 
Nicco Internet Ventures Ltd. (NILV) evaluated its training program at four 
levels. A summative evaluation of the training course at Level 1 got 
excellent feedback from participants, where 91% agreed that they have 
gained important new knowledge, 82% agreed that they have gained 
important new skills and 9 1 % agreed that these learning would help 
them in negotiating with clients. Evaluation done at Level 2 at Nicco 
Internet Ventures Limited through pre- and post-training quizzes showed 
an improvement from 24 to 92 percent correct answers. At level 4 
evaluation at Nicco Internet Ventures Limited, it was concluded that rate 
of professional charges negotiated with clients for 12.5% and above has 
improved from 33% to 44% of contract negotiated, demonstrating 
improved negotiation skills (Lahiiy, 2005). 
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2. Jack J. Phillips (Training 85 Dt^\\sptQealy<K^i/\.996) has added a 
fifth level to Kirkpatrick's Model; the ROl or 'Return on Investment' level, 
which compares the monetary benefits of the programme with its costs. 
The ratio of the program's cost to its benefits (expressed as a percentage) 
is the return on investment of the programme. So, according to him the 
model is evaluation of participant reaction, participant learning, and 
application of learning on-the-job, business results from implementation 
of learning and evaluation of return on investment by comparing 
investment on training and monetary benefits of training. 'Return on 
Investment', compares the costs of the training programme with 
monetary results and is usually expressed as a percentage. Detailed, 
comprehensive data collection and analysis of costs 8s benefits is 
conducted. Accounting expertise is helpful in the process. It is most 
comprehensive and objective evaluation technique, but the process can 
be very costly and time consuming (Kurtus, 2001; h t tp : / /  
www.doeal.gov/qtd/intemet/trn-conf/tc-presentations/traderoi.ppt, 
2002). 
Phillips (1996), founder of performance resource organization, defined 
some measures of training. He divided these measures in hard data and 
soft data. Hard data is the traditional measure of organizational 
performance; it's objective and easy to measure and transfer to monetar} 
values like units produced, scrap, downtime, sales expenses. Soft data, 
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on the other hand, is typically the measure of soft skills such as 
communication. It is subjective and more difficult to measure and to 
transfer to monetary values. Some examples of soft data are employee 
work habits, safety rule violations, and work climate factors like 
employee turnover and job satisfaction, impact of new skills like decision 
making and problem solving and increased employee initiative. This is 
agreed by Ravi (2003), Head of Indian Operations, Mercuri Goldmann; he 
quotes "Soft skills can be perceived to be more subjective and hence 
difficult to measure. Soft skills can also be looked at as context based & 
since the context can vary, measurement seems to be difficult." 
Few evaluations studies have been conducted on calculating ROI of 
training. However, SHRM study by Leiserson (2005) has revealed that 
even today in almost 80% of cases no analysis of ROI on training is done. 
ROI of technical training and sales training has been calculated as is 
evident from studies quoted below. While calculating ROI of technical 
training, in a field comparison of 70 trained engineers and 30 untrained 
engineers, all the trained engineers were able to perform a construction 
task; less than half of untrained engineers could. The conservative 
estimate of ROI for one year was 4,000 percent per year. (Leslie and 
Benson, 1996) 
Dell Computer Corporation for instance implemented a five step ROI 
Measurement for their Sales Negotiation Training Programme in 1997 
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and found that the ROI for a period of 3 months was 523.25%. The total 
net profit to the company was $763,297. Control &, Training Groups were 
tested on specific business metrics both before and after the training 
programme and an overall improvement of 17.63% was calculated for the 
training group (Ferdinand, 1998). 
3. Hamblin's level of evaluation (Sloman, 1999) 
The processes that occur as a result of a successful training programme 
can be divided into four levels. Evaluation can be done at any of these 
levels: 
(a) Reaction Level: Trainees react to the training (form opinions and 
attitudes about the trainer, the method of presentation, the 
usefulness and interest of the subject matter, their own 
enjoyment and involvement etc.) 
(b) Learning level: Trainees learn (acquire knowledge, skills and 
attitude about the subject matter of the training, which they are 
capable of translating into behaviour within the training 
situation). 
(c) Job behaviour level: Trainees apply this learning in the form of 
changed behaviour back on the job. 
(d) Functioning level: (Efficiency and Costs) - this changed job 
behaviour affects the functioning of the firm (or the behaviour of 
individuals other than the trainees). These changes can be 
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measured by a variety of indices, many of which can be 
expressed in terms of costs. 
Hamblin's four levels form a cause and effect chain linking the training 
effects at various levels. According to Hamblin, we can evaluate at any of 
these levels but ideally, we should set evaluation objectives at every level. 
Evaluation data at any of these four levels can be gathered during, and 
immediately or at a specified period, after training, and it should be 
preferably compared with information on before training situation. 
4. Warr's CIRO Framework of E^valuation: Warr, Bird 85 Rackham 
(1970) elaborate four levels of evaluation in their CIRO - model. They 
distinguish between Context evaluation (inquiry of the training needs 
and -goals), Input evaluation (resources used to reach the goals), 
Reaction evaluation and Outcome evaluation (immediate outcome: 
change of knowledge and attitude; intermediate outcome: change of 
behaviour at the workplace; ultimate outcome: effects on company level) 
(Kailer, 2004). 
Context Evaluation: Obtaining and using information about the current 
operational context, that is, about individual difficulties, organizational 
deficiencies, and so on. In practice, this mainly implies the assessment of 
training needs as a basis for decision. 
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Input Evaluation: Determining and using facts and opinion about the 
human and material training resources available in order to choose 
between alternative training methods. 
Reaction Evaluation: Monitoring the training as it is in progress. This 
involves continuous examination of administrative arrangements and 
feedback from trainees. 
Outcome Evaluation: Measuring the consequences of training. Three 
levels of outcome evaluation can be distinguished: 
1. Immediate outcomes: The changes in trainees' knowledge skills and 
attitudes, which can be identified immediately after the completion of 
training. 
2. Intermediate outcomes: The changes in trainees' actual work 
behaviour, which result from training. 
3. Long-Term Outcomes: The changes in the functioning of part or all of 
the organization, which have resulted from changes in work 
behaviour originating in training. 
5. Bell System Approach (Chadha, 2002): A slightly different approach 
was developed as a result of a study at ATSsT and the Best System Unit. 
The following levels of programme results, or outcomes were presented: 
i) Reaction Outcomes 
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ii) Capability Outcomes - Participants expected to know, do or 
produce by the end of the programme. 
iii) Application Outcomes - Participants know, think, do or produce 
in the real world settings. 
iv) Worth Outcomes - Value of training in relation to its cost. 
The outcomes represent the extent to which an organization benefits 
from training in terms of the money, time, effort, or resources invested. 
6. The Parker Approach (Parker, 1976): He has divided the evaluation 
studies into four groups: 
i) Job Performance 
ii) Group Performance 
iii) Participant Satisfaction 
iv) Participant Knowledge Gained 
7. Virmani and Premila's Model: (Journal of CDM, 2003) According to 
them, training constitutes a three-stage system. The first stage is the 
period before training during which trainees have expectations from the 
course. The second is the teaching and learning stage and the third stage 
is after training when back on the job, the trainee is supposed to 
integrate training with his job performance. 
Pre-training Evaluation: To ensure maximum impact of training, 
it is essential that the training objectives match with the 
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expectations of the trainee and with the needs of the user system 
of training. After getting acquainted with the requirement of the 
trainees, the trainer needs to e aware about the existing level of 
knowledge and skills, their attitudes, their potential in the 
organization and the degree of susceptibility of the group to accept 
and imbibe training. 
Content and Input Evaluation: The next is that the trainer ought 
to have at least some information about the context in which the 
trainee has to work after training. Pre training evaluation not only 
helps in identifying the training needs but also helps trainers to 
evaluate the inputs and its contribution to achievement of training 
objectives. 
Post-Training E^valuation: Levels of evaluation after training are as 
follows: 
1. Reaction Evaluation: The participants' impression about the course 
in general and about immediate specific inputs is measured during 
and after the course. 
2. Learning: Measures the degree of learning affected through 
training. 
3. Job Improvement Plan (JIP): Evaluation of the trainees improved 
performance immediately after the training without yet providing 
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him an opportunity to put training into practice is a poser to the 
evaluator. 
4. Evaluating transfer of Training to the job: On the job evaluation 
would help assess the transfer of training to the job. Any changes, 
modifications or deletions required in the job improvement plan 
could be carried out through a debriefing session. This exercise 
helps increase receptivity to new ideas by the trainees immediate 
work environment. 
5. Follow-up of Evaluation: Evaluation at this stage involves 
monitoring and follow up of the trainees' performance to assess its' 
contribution to the organization. It also helps in identifying specific 
areas where improvements have been effected and in evaluating 
outcome in cost benefit terms. 
8. Another View: - G. Rajkumar : 
According to G. Rajkumar (Rajkumar, 2003), General Manager, Learning 
85 Development, at Dr. Reddy's Laboratories, if one ensures that the 
content of training is contextual and the delivery is qualitatively superior, 
the results will definitely follow. "The ROl Approach, driven heavily by 
metrics and measurements, is good when we are not sure of the training 
content or delivery. Using this approach one can test the hypothesis 
whether the training effectiveness is positive. Once the hypothesis is 
proven, I would tend to believe that more focus needs to be given to 
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leveraging the learning for the business benefit. It would involve creation 
of necessary opportunities, climate or processes for transfer of learning. 
The payoff will be more than getting engaged in the paradox of searching 
for hard metrics for soft training. The simple principle is that cost of 
measuring should not exceed the benefits of training", believes Rajkumar. 
He proposes a model for measuring training effectiveness, where the first 
step is to articulate the desired behaviour and defining some surrogate 
measures to measure these behaviours. Once these measures are 
defined, it is important to define present level, and then design the 
training intervention. Then design on-the-job monitoring system and 
track progress. 
As per Gulzar (2006) learning evaluation is calculated by formula of 
learning index. 
Learning index = (Post Training Score - Pre Training Score / 100 -
Pre Training Score)* 100 
Werther and Davis (1993) defined steps in the evaluation of training and 
development as finalization of evaluation criteria, pre-test, trained or 
developed employee, post-test, transfer to the job, follow-up studies. 
Coffman (1990) highlighted another methodology of training impact 
assessment prevalent in Australia, Canada, South Africa and the U.S., 
where a group consisting of trainee managers meet to look collectively at 
what happened to their employees as a result of training. 
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Irrespective of model of evaluation used, all models advocate post 
training evaluation by reaction feedback, evaluation of participant 
learning, participant ability to implement learning on the job and benefit 
to business. 
Establishing ROI on training is not as difficult in a sales environment as 
it is in other areas. Corporate sales training manager for Neil Huffman 
Auto Group (ranked 86), attribute ROI by the performance of the sales 
team (Noe, 2000). 
One of the principal reasons companies avoid Level III and Level IV 
evaluations is the lack of resources available to gather and sift through 
performsmce data. Measuring 'hard' numbers like call-time and customer 
complaints isn't too taxing. It's the behavioural stuff that frequently 
causes the most evaluation angst (Delahoussaye, 2002) 
Hence, a large telecommunication company has set the training 
evaluation targets. 100% of training programmes are to be evaluated at 
level 1, while only 10% of training programmes to be evaluated at level 4 
(business impact) of Kirchpatrick model (Delahoussaye, 2002) 
Training may not deliver business results; it is an important part of 
process. In case of one of the largest oil marketing companies, practice of 
windscreen cleaning on the filling station forecourt was believed to be 
desirable, and ultimately profitable, for forecourt attendants to wash and 
wipe the windscreens of cars drawn up at the pumps waiting for service. 
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The company had several thousand filing stations and of these some 
200, known to be cooperative and competent, was selected to try out this 
new practice. The forecourt attendants were given appropriate trainmg 
in how to approach the customer and in a quick and effective method of 
cleaning the windscreen. Some months later, on comparing sales of 
gasoline of these filling stations with those of other comparable stations 
at which no windscreen cleaning had been introduced. The evidence was 
that the selected 200 stations were no better and no worse than the rest 
(Bach and Sissons, 2000). This case study illustrated that even though 
attendants did receive their training and it was to the performance level 
required and motorists may have responded with pleasure; they did not, 
on the whole, buy more petrol at those stations. Hence, sales did not 
improve, nor did revenue. Hence, it is not a valid assumption that 
windscreen washing will increase sales, in fact, the training manager 
completely met his objectives, in producing, at the end of the training, 
competent attendants and training was no more than a means of 
enabling the attendants to do the washing correctly (Monappa, 1999). 
It is well known that training cannot solve all organizational problems. 
Therefore, it would be advisable for the trainer to identify what problems 
can be solved by training and what cannot, before the process of trainmg 
is started (Singh, 2000). 
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Training Effectiveness - Case Studies 
In addition to various studies of evaluating impact of training, industry 
and academicians have reported measurements of impact of training 
using different evaluation methodologies. 
Some researchers have evaluated impact of training through pre-
training, post-training, control group, experimental group evaluation 
method. They have compared performance of the people who were 
trained with those who were not trained, demonstrating impact of 
training, while maintaining extraneous factors constant. Some case 
studies are listed below: 
In a study for Motorola, Canada, with 42 people in control group and 42 
people in experimental group, sales to new customers for experimental 
group, went up by 63%, against reduction in sales by 16% for control 
group. Whereas, in case of sales to existing customers, for experimental 
group, went up by 1%, against reduction in sales by 13% for control 
group (Raychem, 1995). 
Study by Hedges, Patricia and Dennis Moss (1996) in traming of In 
managers, demonstrated that training was effective in sustamable 
improvement in annual BSI rating from 65 to 70 and subsequently to 80. 
While the average gain of Parcelforce as a whole was 11 BSI points over 
this period, the gains in the experimental office has been 15 BSI points. 
Baral, Bhattarai, Thapa, Ghimire and Burathoki (1994) in their study to 
measure the impact of training of basic health workers in leprosy control 
66 
programme, conducted a post-training evaluation after six months of 
completion of training. They concluded that training brought 
considerable change in knowledge and attitude of trained health worker, 
when compared with control group, who were not trained. Training also 
improved service delivery provided by the health workers. Though, 
Improvement in knowledge and attitude was greater than improvement 
in service delivery. 
Many other researchers have evaluated impact of training using pre-
training and post-training performance measures. Even though these 
studies demonstrate impact of training, but questions are always there 
with regards to influence of extraneous factors. Some case studies are 
shared below: 
Effectiveness of training initiative at Cisco Systems, Inc. was evaluated 
and it was found that within one quarter write-offs due to non-traceable 
RTVs were reduced by 100 percent. Another benefit was that within four 
weeks, the cycle time for the return of boards was reduced from seven to 
ten days to three days and productivity among buyers went up by a 
minimum of 10 percent (Kirkpatrick and Kirkpatrick, 2005) 
In an evaluation of a soft skill training programme of time management 
at MCI WorldCom, the respondents felt that they were able to develop 
their skills of prioritising and weekly planning and were able to save 3.85 
hours per week through application of the skills learned in time 
management training. In another evaluation of a training programme of 
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change management at MCI WorldCom, the respondents believe their on-
the-job performance had increased almost 15 percent through the 
application of the skills taught in the change management trainmg 
(Schmidt, 1999). 
In a study conducted by Trinh and Lacopetti (2005), at the end of 
training, Pathway to Excellence', at Von Duprin, a division of IngersoII-
Rand, it was observed that required production floor space reduced by 
1120 sq.ft. (4355 to 3235 sq.ft.), production rate increase by 50 per shift 
(800 to 850) and department staffing decreased by one (21 to 20). 
CIGNA (an insurance company), while evaluating impact of 7-day 
training program in basic management skills programme found that 
insurance premium collection improved from 75% to 96% in one year, 
giving 50:1 return on dollar invested on training (Cascio, 1992). 
In the training for Healthsearch Pharmaceutical, Inc. to improve the 
selling skills of representatives by improving their skills in establishing 
specific call objectives, delivering the core promotional message to 
physician customers, and handling objections properly to influence 
physicians' choice of prescriptions. The evaluation results show a 
significant improvement in physician prescribing behaviour in favour of 
HPI (human performance index), 112 responses, or 68.7 percent, through 
better handling of objections and better skills to influence physician 
prescribing behaviour. Calculation of post-training revenue from sales for 
the 12-month period before and after the training demonstrated Post-
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training gain of $17,969,024 in revenue from sales in year 1997-98 
against 1996-97 (Stone 1999). 
Implementation of training program (SWAT) at Toshiba has demonstrated 
benefits in areas of increased retention of sales staff, increased loyalty to 
Toshiba brand, and faster turn around time. (Leiserson, 2005). 
To quote Duggal, C.E.O. NIS Sparta Limited, 2006, "a sales training 
programme conducted by NIS Sparta for Coca Cola resulted in a 17 per 
cent increase in sales while an intervention with the Indian Railways, 
which launched a customer goodwill movement, resulted in a 34 per cent 
increase in the customer satisfaction score." 
In India also organizations have started focusing on evaluation of 
trainings as in GHCL, where training performance is monitored at 
regular intervals (Chopra, 2002) and Tata Steel, where training 
evaluation is done as proactive measure for future training programmes 
(Srivastava, Deb and Prasad, 2001). 
Selvam and Panchalam, 2003, while evaluating effectiveness of training 
programmes offered by Neyveli Lignite Corporation Limited (NLC), 
concluded that 22.67% respondents felt the training programmes highly 
effective, but 4% considered them as highly ineffective. 
One organization with an impressive payback from training is Motorola, 
which says that every dollar spent on training returns thirty dollars m 
productivity gains in three years. Motorola not only improved sales 
substantially through training, but also reduced costs by training 
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employees to simplify processes and reduce waste (McManus, 
McManus and Williamson, 1994). 
Study in textile industry demonstrates that training has yielded results 
in terms of improved productivity, reduce defect rate (Sharma and 
Agarwal, 2000). 
In financial services, study by Garner (2006) pointed that for a forex 
trader, understanding the relationship between pair of currency, will 
allow traders to hedge positions, but it may also give them an edge when 
it comes to entering a trade. 
Recent SHRM study by Evakalan-Leiserson (2005) has revealed that 
highest ROI of training comes from apprenticeships/internships (20% of 
companies reported positive ROI), followed by formal coaching (18% of 
companies reported positive ROI) (Hedges, Patricia and Dennis, 1996). 
ASTD study has shown that an increase of $680 in a company's training 
expenditure per employee can generate on average, a 6% improvement in 
total stockholder return the following year (Abernathy, 2001). 
This evidence of training effectiveness is slight and sporadic. Most of the 
programs make no or little difference to performance at work (Lynton and 
Pareek, 1990). 
Although there are enough arguments to substantiate that training 
impacts the business results, evidence of impact of training are few. 
There are few case studies for demonstrating impact of technical training 
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and training in manufacturing/product industry, but none in case of 
service industry, which is the fastest growing segment. In India, focus 
has been to evaluate impact of training on employee knowledge and skill, 
but little work is done to evaluate impact of training on business results. 
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Chapter - III 
RESEARCH PROCEDURE 
This chapter describes the research design and the procedure for 
conducting the study. Specifically, this chapter delineates the research 
methodology adopted, sampling, data collection and data analysis 
procedures. 
Research has been defined by Redman and Mory (1923) as, "the 
systematised effort to gain new knowledge". Research refers to creation, 
in the form of original contribution to the existing stock of knowledge. 
According to Kothari (2000), "Research in common parlance, refers to a 
search for knowledge. It is a scientific search for pertinent information on 
a specific topic. In fact, research is an Art of Scientific Investigation". 
Research is the original contribution to the existing stock of knowledge 
making for its advancement. It is the pursuit of truth with the help of 
study, observation, comparison and experiment. 'Research' is also 
referred as the systematic approach concerning generalization and 
formulation of a theory and the search of knowledge through objective 
and systematic method of finding solution to a problem. 
To implement any plan of research, certain methods of data collection 
have to be used. Corresponding to multitudes of problem types, there are 
a plethora of techniques to solve these problems. Therefore, the most 
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important question that arises in research is what method is to be used 
under what conditions? 
Quite obviously, problems dictate methods to a great extent, as it would 
be foolish to select methods that are irrelevant or inadequate for the 
problem concerned. The reverse too holds good as the availability, 
feasibility and relevance of methods influence problems in many ways. 
Some problems can not be studied, because methods (or the resources to 
employ those methods) do not, at present, exist to collect the data 
implied by the problems. It may also happen that existing methods and 
even those that can be invented may not be capable of yielding the 
precise data needed due to time constraint or other intervening factors. 
In such cases, it may become necessary to alter or modify the problem, 
so as to make it amenable the requirements of the available methods. 
Nevertheless, the problem is normally the most important consideration. 
STATEMENT OF THE PROBLEM 
When Mark Twain made his famous statement, "everybody talks about it 
but nobody does anything about it," he, of course, was referring to the 
weather. He could also have been referring to evaluation of training 
programs—well, not exactly, but almost (Kirkpatrick, 1998). 
Phillips (2003) has clearly stated that, even though executives intuitively 
feel that there is value in providing learning opportunities, logically 
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anticipating a payoff in important bottom-line measures such as 
productivity improvements, quality enhancements, cost reductions, and 
time savings. Yet the frustration comes from the lack of evidence to 
show that the training process is really working. 
According to McArdle (1999) very little of investment in training is 
returned to the workplace. Similar view is also shared by Rothwell (2002) 
that managers complain that training is not as effective as they would 
like it to be in changing employee behaviour or improving work results. 
Adelsbarg and Trolley (1998) noted that even an organization like Dupont 
in 1998 identified that it offered thousands of open enrolment courses, 
but the training department in itself had no proof that any course in 
itself delivered real business value because it only measured level of 
activity (example number of employees trained) rather than business 
impact. 
According to Bedinham (1997), human resource specialist have struggled 
to prove that training in non-technical training like interpersonal skills or 
problem solving, can bring real value for the company and the trainee 
and agreed that 'even those which are committed to training will consider 
that evaluation of training is difficult and time consuming - and difficult 
to carry out." "If trainers are going to be successful, they have to be able 
to demonstrate the outcomes generated as a result of training," says 
Rhoda Weiss (Caudron, 2001). 
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Recent SHRM study by Evakalan-Leiserson (2005) has revealed that even 
today in almost 80% of cases no analysis of ROl on training is done. In 
cases where impact of training is evaluated, Rowe (1996) found that, 
most organizations use "happiness sheets", level 1 evaluation for 
delegates to complete at the end of training programmes - and do not tell 
anything about how effectively delegates have digested the material and 
will apply it in the workplace. 
Rao (2001), in his article comparing management training in Indonesian 
and Indian health care system echoed similar views, he observed that 
seldom are efforts directed to evaluate the understanding of participants. 
The feedback from the participants is usually focused on trainer, training 
methodology, and the organization of training such as classroom 
facilities, boarding and lodging. For improvement of training programs in 
health care in India, the author suggested, evaluation of the participants 
to see the change in knowledge and awareness. Now, the emphasis has 
shifted to using data to monitor the efficiency and effectiveness of 
learning function, says Brenda Sugrue (Davenport, 2006). 
Some studies have been conducted to evaluate the impact of training on 
learning. This is evident by the study conducted by Singh (2001) of 27 
supervisors from 10 mills, concluded that as compared to control group, 
learning scores for training group has improved significant!}, 
demonstrating, training did result in learning. 
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Research conducted by Sengupta (1999) found that after change in 
training methodology, there is significant improvement in teaching skills 
of experimental group of 14 trainee teachers, when compared with 
control group of 14 trainee teachers. Study conducted by Pattanayak 
(1998), comprising 1200 employees concluded that while trainmg 
programs are successful to help employees understand their job 
requirements and responsibilities (72% of respondents agreed) and 
effective in developing interpersonal skills (50% of respondents agreed), 
however, training is not fully effective when it comes to practice what one 
learns in the day-to-day job. 
These studies demonstrate that training has been effective in improving 
knowledge and some skills of learner; no conclusive evidence is available 
to evaluate impact of training on business performance in India. Even in 
developed countries, only 30% of respondents evaluate their training (in 
relation to) behaviour-job impact (Berk, 2004). 
This research examines the impact of training on business performance 
pgirameters in service industry, where non-technical knowledge and 
skills of employees play a critical role. Specifically, this study addresses 
the following aspects concerning the impact of training on business 
performance parameters. Does training bring about substantial changes 
in the knowledge of employees? Does training bring about substantial 
changes in on-the-job skills of employees? Are the gains in knowledge 
and on-the-job skills of employees, who were trained higher than of 
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those, who were not trained? Does training bring about substantial 
change in business performance? Are gains in business performance for 
those who were trained higher than of those, who were not trained? Is 
there improvement in business performance with gains in knowledge and 
skills of employees? 
This study seeks to address such aspects as those above may puzzle 
organizational leaders and training professionals, who seek to develop 
employee knowledge and skills to enhance buj^fif^^^fefl^ance. 
NATURE OF RESEARCH 
Exploratory, descriptive and causal are"*^©fiBSi^^[s three general 
categories of research based on the type of information required and the 
volume of relevant knowledge pertaining to the subject available at hand. 
Since these categories of research are not mutually exclusive, any 
combination of them can, therefore, be apphed to a research process 
according to the need. The nature of the present study also suggests a 
similar kind of hybrid design. To be specific, exploratory research is 
found to appropriate for identification of training requirements, defining 
of intermediate and final business results, finalization of tools for each 
organization. 
Causal type of research also known as experimental research is used for 
evaluation of objectives, where pre-training and post-training results of 
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control group and experimental group are compared and relationship is 
established between intermediate results and final business result. 
In this study quasi-experiment research is conducted to evaluate impact 
of training on business results. The target group is divided in control 
group and experimental group and both groups work in same 
environment. While experimental group is provided with training, control 
groups are not provided with any training inputs. This helps to evaluate 
the impact of training while keeping the external factors constant. 
SCOPE 
Once, the linkage between training and key business performance 
parameters is established, this has the capacity to revolutionize 
approach of training towards skill enhancement and way organizations 
value training. This will benefit management, who will see return on their 
investments in training and will use training as a tool to implement their 
strategic intent. This will also benefit training fraternity, who will be able 
to get management attention, commitment and resources. This will also 
benefit academic fraternity for further research. 
OBJECTIVES OP THE STUDY 
The overall purpose of this research is to evaluate impact of training on 
key business performance parameters in service industry. To accomplish 
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the research objective, the following objectives have been formulated. The 
objectives are to determine, for employees in service industry: 
1. To find out whether training bring about substantial changes in the 
knowledge of employees 
2. To find out whether training bring about substantial changes in on-
the-job skills of the employees 
3. To compare gains in knowledge and gains in on-the-job skills ol 
employees, who were trained with that of those, who were not trained 
4. To assess whether training bring about substantial change in 
business performance 
5. To compare gains in business performance for those who were trained 
with that of those, who were not trained 
6. To compare gains in business performance with gains in knowledge 
and on-the-job skills of employees 
FORMULATION OF HYPOTHESES 
The following hypotheses, in the directional format, are being formulated 
for realizing the objectives of the study. Null hypotheses and alternate 
hypotheses of research are listed below: 
Hoi: Training will not impact the knowledge of sales and service 
executives in service industry 
Hi l . Training impacts the knowledge of the sales and service executives 
in service industry 
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Ho2: Training will not impact on-the-job skill of sales and service 
executives in service industry 
Hi2. Training impacts on-the-job skills of the sales and service 
executives in service industry 
Ho3: Training will not impact business performance of sales and service 
executives in service industry 
Hi3. Training impacts the performance on key business parameters for 
sales and service executives in service industry 
Ho4: On-the-job skills of sales and service executive will not be 
significantly related to their knowledge 
Hi4. On-the-job skills of sales and service executive are significantly 
related to knowledge of executive 
Ho5: Performance on business parameters of sales and service executive 
will not be significantly related to their knowledge 
Hi5. Performance on business parameters of sales and service executives 
is significantly related to their knowledge 
Ho6: Performance on business parameters of sales and service executive 
will not be significantly related to their on-the-job skills 
Hi6: Performance on business parameters of sales and service executives 
is significantly related to their on-the-job skill 
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RESEARCH DESIGN 
Selection of Research Methodology 
The difficulties training professionals and their clients and critics have 
always had with measuring training benefits are that so many other 
factors are involved. Market conditions, new competition, product 
characteristics, sales incentives, swings in the economy, and seasonal 
consumer demands are just a few of the factors besides the training that 
could easily influence bottom-line results. Given that so many other 
factors interact with the performance outcomes that training is aimed at, 
it becomes nearly impossible to sort out the effect that training did, or 
did not have (Brinkerhoff, 2006). 
Hence, the process of isolating the effects of learning and development is 
critical while evaluating the impact of training and development. In this 
step of the process, specific strategies are explored to determine the 
amount of output performance directly related to the training program. 
Specific strategies taken in this step will pinpoint the amount of 
improvement directly related to the program, resulting in increased 
accuracy and credibility of training impact evaluation. The concept of 
linking training with business results, though holding great potential 
cannot be brought to practice without experimental evidence which can 
lend weight to the theoretical inputs. 
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Yin (1987) clearly mentioned that case study is used as research strategy 
in many settings including organizational and management studies. 
Kirkpatrick (1996) while defining guidelines for measuring each of the 
levels advised use of control group to measure learning, behaviour and 
result level. Control groups are considered the "gold standard" when it 
comes to determining the effects of (training) interventions. For Verizon 
impact studies using pre-training and post-training measurements and 
control groups were conducted to link training investments with overall 
corporate performance (New Guard, 2001) 
The full range of experimental science also includes those situations in 
which the experimenter can-not manipulate behaviour, but in which 
logic of experimental design may still be applied. These situations have 
been commonly regarded as 'quasi-experimental' situations (Blalock 
(1961); Campbell and Stanley (1966); Cook and Cambell (1979)). 
Quasi-experimental research to test theory is a very common type of 
quantitative research in HRD and training because of the difficulties in 
creating true experiments in organizational settings. Quasi-experimental 
research uses existing situations in the field to study phenomena. It is 
used when it is impractical to conduct a true experiment or to study 
more variables than can be controlled in an experiment 
(Swanson and Holton, 2005). 
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This is exactly what the present study is trying to achieve, by 
employing quasi-experimental method towards evaluating the 
impact of training on key business performance parameters in real 
business environment. A control group arrangement is used to isolate 
learning's impact. With this strategy, one group participates in a 
program, but another, similar group does not. The difference in the 
performance of the two groups can be attributed to the program. When 
properly set up and implemented, the control group arrangement is the 
most effective way to isolate the effects of learning and development. 
Thus, this study involves providing solid practical ground to an extremely 
potent concept and thereby assumes great significance in the present 
business scenario. This strategy will help training professionals to equip 
themselves for demonstration of benefits of training interventions and 
inspire business leader confidence in training. For the present study, the 
researcher has the task of 
• Finding the pre-training and post-training scores for both the 
experimental group and control group on the following factors 
o Knowledge of sample subjects 
o On-the-job skill evaluation of sample subjects 
o On the job performance and results achieved 
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Comparing the pre-training and post-training sets of scores for 
experimental group and control group in each case study 
independently 
POPULATION 
It is necessity to describe the experimental sample in terms of its 
attributes related to the experimental variables. The sample for this 
particular study was selected according to a set of criteria formulated 
keeping in mind the objectives of the experiment. 
Criteria for Selection of Sample Subjects 
For the purpose of this study, sample was selected at different levels. As 
the first step sample organizations were selected followed by selection of 
control and experimental group in each organization. The following 
criteria were considered for the selection of the sample: 
• Selection of sample organization: Sample organizations were 
selected from amongst the service organizations in India, through 
simple random selection. Universe was a list of top 59 service 
organizations in NCR was taken from ET-500 list for the year 2003. 
Chits were made of all the names of these service organizations, 
and two sample organizations were selected randomly without 
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looking and without replacing. Two organizations, which were 
selected, were Bharti Televentures Limited and BSES Limited. 
The sample subjects were purposefully selected from National Capital 
Region of Delhi. The main reason was that the investigator is settled in 
Delhi. This enables him to maintain close contact and exercise control 
over them. 
Sample Size 
The size of the sample was the next question to be attended to. An\ 
research experiment that seeks to do justice to the nature of 
experimental research without compromising the external validity of 
findings has to be based on an acceptable sample size. 
Organization sample: According to Yin (1987), for case studies to be 
generalized to theory, a theory must be tested through replications of the 
findings in a second or even a third neighbourhood, where theory has 
specified that the same results should occur. Once such replication has 
been made, the results might be accepted for a much larger number of 
similar neighbourhoods. Hence, number of organizations for study has 
been considered as two (more than one). Considering the practical 
aspects of study, which involved steps from getting permission from top 
mEinagement and buying-in at all levels of management, understanding 
of organization, creation of experimental group and control group, 
observation at target organizations through all steps of training cycle to 
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maintain the sanctity of process, and final observation is a time 
consuming process. In the given time frame, it was practically possible to 
complete this process for two sample organizations only. 
Sample size of groups: 
Sample size of groups has been explained in detail under 'Design and 
Implementation of the Instructional Experiment: Criteria and Procedure 
for Sampling'. 
DATA COLLECTION AND ANALYSIS 
This section includes the procedures followed in data collection, 
problems faced in data collection and procedure adopted for data 
analysis. 
Data Collection 
The data has been collected from both sources i.e. primary and 
secondary sources. Secondary sources of data including books and 
journals on training and service industry; internet has also been referred 
extensively for the purpose of this research. As part of review of existing 
research, available dissertations and theses at Association of Indian 
Universities, University of Delhi, Management Development Institute, 
Gurgaon and Aligarh Muslim University, Aligarh has been referred. 
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Primary data has been collected from use of evaluation tools (written and 
schedule observation) and using organization data for performance 
evaluation. Details of tools used, validity of tools and training of 
observers have been mentioned in subsequent sections. 
Data Analysis and Interpretation 
Each of the relevant questions, under the respective Hypotheses, has 
been tested by single factor ANOVA analysis. Data analysis and 
interpretation has been explained in detail under 'Design and 
Implementation of the Instructional Experiment: Data Analysis and 
Interpretation'. 
Tools Used in Present Study: 
The objective of the study is to evaluate the impact of training on 
business critical parameters of sales productivity and customer 
satisfaction scores. In addition, impact of training is also evaluated on 
intermediate results of employee knowledge and on-the-job skills. We are 
looking forward to objective and quantitative parameters; thus, it was 
decided by the investigator to focus on quantitative approach. The tools 
used by the investigator were: 
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• Written evaluation: Written evaluation is done to evaluate 
knowledge score of employees pre-training and post-training. 
• Observation schedule: Observation was done to evaluate on-the-
job skills of employees. 
• Data analysis: Data analysis from respective organizations was 
done to analyse business results of sales productivity and 
customer satisfaction score. 
Details of each tool are mentioned below. 
Validation of Tools 
Being a quasi-experimental research, existing situations in the field to 
study phenomena were used. In this research, we have attempted to use 
existing tools, process and methodologies to have internal and external 
validity. Following validity test were conducted: 
Internal validity: The internal validity of an information-gathering effort is 
the extent to which it actually (correctly) answers the questions it claims 
to answer using the data that were gathered. All data collection and 
analysis is carried out in the context of a model, or set of assumptions, 
about the process being observed. In this study, internal process and 
tools already existed in both organizations to evaluate knowledge, skill 
and result. Same tools, process and data were used to ensure internal 
validity of information fathering. 
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External Validity: The external validity of an information-gathering effort 
is the extent to which answers based on the observations correctly 
generalize to other unobserved situations. Avoiding obstructive measures 
of observation as much as possible can increase external validity. In this 
study, no obstructive measures of observation or data collection were 
used, since, in both organizations all data is collected through existmg 
processes. 
Frame of Reference: In existing study, relative comparisons examine what 
would have occurred without the training intervention or possibly the 
differences between experimental and control group. 
Nested Factors: The only way, the control group and experimental group 
differ in this study, was administration of training to experimental group. 
All other factors were same. 
Details of Tools 
Let us discuss each one of the tools used in this study in detail. 
Written evaluation 
A written evaluation is used for assessing a pre-selected area of 
knowledge and process, in an attempt to objectively measure the status 
of assessee. According to Blooms' Taxonomy, evaluation on knowledge 
can be done at six levels of knowledge, comprehension, application, 
analysis, synthesis and evaluation. 
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Problems in written evaluation: When an evaluator is creating a written 
evaluation, he is creating a scenario for the student to be evaluated and 
student should be able to understand the situation objectively and 
respond to it. But this may not happen always, either due to a fault m 
the language of the questions framed or due to student understandmg. 
Let us discuss these conditions: 
Ambiguity - As has already been pointed out earlier, clear-cut 
precise definition of what is to be evaluated is very essential. That 
is why; every all-possible areas of evaluation need to be listed. The 
evaluator has to be clear about the parameter to be evaluated, and 
questions should be framed accordingly. The question language 
should be clear and explicit, to ensure that each student 
understand a question in a similar manner and same context. The 
language of the questions should be exact and specific. If the items 
are in the form of diffused statements, different students can 
interpret them in different manners. In case of multiple-choice 
questions, the choices given should be explicitly different from one 
another and in line with the objective of evaluation. 
Extent of student inference - The extent of inferential 
understanding made by the students or executives evaluated may 
differ on basis of question language, their own experience and 
knowledge. This will also be dependent on language skills of 
students. They need to understand and interpret the language. 
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Also, the use of jargons/technical language, may lead to different 
students interpreting the same question differently. 
Descriptions of areas to be evaluated - How to describe areas to be 
evaluated is an unsettled problem and a major debatable issue. It 
is important to clearly define the areas to be evaluated, before 
creating the questions. 
One, thus, has to strike a balance between the language of 
questions, generality of the categories of evaluation to obtam a 
reasonably comprehensive and statistically sound written 
evaluation tool. 
Written evaluation used in present study: Written evaluation used in 
present study was for product and process knowledge evaluation. These 
evaluations were prepared for knowledge and comprehension level of 
'Bloom Taxanomy'. For purpose of objectivity and ease of administration, 
objective type questions were created for evaluation, minimizing the 
problems identified in written evaluation. These questions were tested 
on-line on learning management system (LMS) of respective organization. 
Observation schedule 
An observation schedule is used for recording pre-selected behaviours in 
an attempt to quantify behaviours in the situations being observed. 
There are many techniques used to observe and record human behaviour 
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and physical environments. They may be check-list, rating scales, 
narrative descriptions of interactive coding systems. Each of these 
techniques is appropriate for specific kinds of data to be collected. 
Techniques might differ, but the following elements are common to all 
observation schedules: 
• A purpose - The purpose of observation will guide the selection of 
the technique. Observation pertaining to sales and service 
professional is used for variety of purposes, such as:-
o Evaluation of executive performance 
o Evaluation of quality of interaction with real life environment 
• A set of operational definitions - Operational definitions are 
basically descriptions of behavioural manifestations. Unambiguous 
operational definitions guide the observer to be able to assign the 
correct value or category of every being observed. 
• A means to train observers - It is essential for observers to learn 
the operational definitions and specific procedures for recording 
data. Without proper training of observers, it is not possible to 
ensure accuracy of information being recorded. 
• A focus - Each observation has a focus phenomenon to be looked 
at or listened to. This may be an executive, a customer or some 
other variable in the environment. 
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A setting - It is important in any observation to specify the setting 
or venue that is where exactly is the data to be obtained. It could 
be classroom, playground, work floor or recorded data. Obviously, 
the purpose will decide for the setting. 
A unit of time - The time frame of observation depends on the 
purpose and focus. The more extensive the observation system is, 
the more time it requires. 
A plan for administration - All observations need a schedule or a 
plan for gathering of data. This includes various aspects such as 
period of data collection, number of observers etc. The plan once 
decided on, should be strictly adhered to. 
A method to record, process and analyse data - The method of 
recording (tapes, slides, discs or paper-pencil) will affect how the 
data are processed. Systemic processing and categorization of 
recorded events is essential in order to draw worthwhile 
conclusions. Processing can be done by scanning (for tapes, slides 
or discs), key punching directly from records or hand sorting 
narratives. Analysis of observed data usually takes the form of 
frequency counts, percentage of occurrences, scores on rating 
scales, presence or absence of behaviours and qualitative 
statements. 
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Problems in observation 
When an observer is observing a set of events occurring before him, he 
should be able to report them and draw conclusions from them 
accurately. But this may not happen always, either due to a fault in the 
observation instrument or due to some personal or environmental 
problem. Let us discuss the two conditions one by one: 
(i) Faults in observation instrument 
Ambiguity - As has already been pointed out earlier, clear-cut 
precise definition of what is to be observed is very essential. That is 
why; all behaviours listed in the observation schedule should 
match with the purpose of study. Apart from this, the variables to 
be observed have to be embedded in a strong theoretical 
framework. Otherwise, observer would not be clear as to why he 
has to observe what he is observing and whether he is observing 
what he has to observe. The language of the items should be exact 
and specific. If the items are in the form of diffused statements, 
different observers can interpret them in different manners. 
Extent of observer inference - The extent of inferential judgment 
required of the observer differs according to the purpose of the 
study and nature of the observation schedule. Low inference 
observation normally requires recording the presence, absence or 
frequency of behaviours listed in the scale. Thus the observer, 
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basically just reports in a systemic manner what he sees. High 
inference measurement requires the observer integrate his or her 
impressions of behaviour into some kind of global assessment and 
assign a value to it. The observer, thus, judges the psychological 
characteristics or thought process of an individual on the basis of 
his behaviour. Low inference observation schedules are limited in 
scope and collect data on human behaviour in an extremely 
mechanical manner. High inference observation schedules, due to 
subjective influences, might suffer in validity and reliability and 
thus, give inaccurate statistical picture. 
Descriptions of behaviour - How to describe human behaviour for 
measurement, or in other words, how to qualify human behaviour 
accurately is an unsettled problem and a major debatable issue in 
social science research. The main problem that one faces while 
assigning units in observation schedule is of achieving a fair 
amount of reliability and validity. A tool is said to be reliable if all 
observers observing the same event arrive at similar results. 
Theoretically, one can obtain a high degree of reliability by 
using small easily observed and recorded units. This will lead to 
greater unanimity among all the observers and the scope of 
subjective interpretation would be minimized. But then, this kind 
of dissection of behaviours might lead to the behaviour being so 
reduced that it no longer bears much resemblance to the 
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composite behaviour that one intended to observe. Thus validity of 
the observation system is lost. On the other hand, one can use 
broad natural definitions of behaviours. In that case a high burden 
of subjective interpretation is put on the observer, which might 
lead to ambiguity and differences of opinion amongst observers, 
resulting in loss of reliability. One, thus, has to strike a balance 
between the generality of the categories of observation to obtain a 
reasonably comprehensive and statistically sound observation 
schedule. 
(ii) Personal and Environmental Problems 
The mental and emotional set-up of the observer - In behavioural 
observation, this can be the cause of highly incorrect 
measuremients or inferences. An observer, who is disturbed or 
upset on a particular day due to some personal problem, might be 
unnecessarily strict in his judgment. Individual biases and 
prejudices also affect his/her assessment negatively. In low 
inference measurements this might not matter much but in case of 
high inference measurement, this might give a distorted picture of 
events. Inadequate knowledge of the observer in the concerned 
area might also be a potent factor. So a researcher must always 
exercise caution in this regard and give adequate time and thought 
to the selection and training of observers. 
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Presence of the observer- In a teaching - learning situation, this is 
an important variable as it affects both the teacher and the pupils 
or trainer and the trainee. It is not uncommon to witness a class 
being unusually enthusiastic or unusually quite at the entrance of 
the observer. A trainer also may become more nervous or 
conscious, and might be unable to perform despite his/her havmg 
the potential. But this normally holds good in the initial stages 
only. Once the teacher/trainer has developed confidence and a 
good rapport with the pupils/trainee, and the trainees have 
become acclimatized to the presence of an un-obstructive observer, 
the effect of the observer as an influential stimulus is mostly 
nullified. 
Rating scales are commonly used in the social sciences to identiiy 
degrees of particular behaviour or trait, when direct measurement is not 
possible. Normally rating scales are of following types: 
• Performance rating scales - On these scales, judges classify 
performance of behaviours in terms of categories like poor, fair, 
good or excellence. These categories may be assigned numerical 
value for the purpose of statistical interpretation. 
• Attitude or opinion rating scales - On these scales responses to 
statements on an issue are expressed using alternatives such as 
strongly agree, undecided or strongly disagree. Unlike performance 
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ratings, where the observer rates a performance explicitly, the rater 
in attitude testing is the person whose attitude is to be assessed. 
A rating scale is a structured observation schedule. In case of 
rating scale, processing, quantification and recording of data can be 
easily done, accurate comparisons can be made and thus, 
generalizations can be achieved. The main disadvantage of a rating scale 
is that a summary of the observer's opinion is produced rather than 
actual observed events i.e. an observer has to integrate his impressions 
into some global assessment of a performance e.g. control, organization, 
sociability etc. of an executive. This might lead to what is called a 'halo' 
effect. The observer might gain an overall impression, which affects all 
his ratings of the performance, even if these ratings are supposed to 
reflect different criteria. The ratings in this case are a bit 'too consistent', 
as a result of artificial dependence amongst them. 
The observation schedule used in the present study 
As has been pointed out earlier, the observation schedule used in the 
present study by the investigator included quantitative description. For 
quantitative description, the rating scale was used. The rating scale used 
was the one used by the respective organizations to measure skills of 
their executives. 
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Items of the observation schedule 
The items included in the observation instrument by the investigator as 
picked from respective organizations, were concerned with sales and 
customer service skills. A detEiiled description of these skills has been 
provided in this section. 
Skills associated with effective selling 
A skill is a well-defined capabihty of any kind, including intellectual, 
physical and artistic capabilities. A skill is also an "instructional or 
learning outcome involving some form of physical or motor performance 
which, an individual has learned with ease and perfection." 
For the purpose of selecting skills of effective sales and customer service 
executive in the observation schedule, the investigator went through an 
extensive collection of related literature and also consulted various 
experts and trainers in the field of sales and customer service. On the 
basis of theoretical input, collective opinion received and applicabilit}' on 
target group, the skill matrix was picked up as applicable in respective 
organization. The skills were broadly divided into the following categories: 
• Selling skills 
• Call centre - Customer service skills 
Each one of the above is now discussed in detail: 
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Selling Skills: These are the basic skills, which any customer facing sales 
person should essentially possess, for performing reasonably well as 
sales professional. Raychem (1995) has defmed selling skills. 
For the purpose of this research, walk-in selling skills are considered. 
The key skills/behaviours accepted and prevalent at the respective 
organizations are listed as follows: 
1. Knowledge of products, services and process - At the onset, the 
sales person has to understand for self and then subsequently 
make others understand the products and services s/he is selling, 
their application and benefits to customer. S/he also needs to be 
aware of organizational/legal processes required for the customer 
to follow, to purchase the product/service. 
2. Personal hygiene and grooming: In sales environment, it is quite 
often said that the first impression is the last impression. Personal 
hygiene and grooming of sales professional is a key to make an 
impression on the prospective customer. This communicates an 
image of organization and of an executive to the prospective 
customer. The item pertaining to this skill given in the skill 
evaluation format is as follows: 
a. I.i. Was the FSO wearing Airtel uniform and badge 
b. i.ii. Was the executive groomed neatly and dressed smartly? 
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3. Acknowledgement and opening: Once the customer has walk-in 
the showroom, s /he wants to be attended promptly and in friendly 
manner. Once, customer's presence is acknowledged, they want to 
be guided, where their requirements are met. The item pertaining 
to this skill given in the skill evaluation format is as follows: 
a. 2.a. Did the FSO acknowledge the customer within first 5 
minutes? 
b. 2.b. Was the FSO warm and friendly and directed customer 
to concerned executive politely 
c. 2.C, Is the executive able to open the call effectively 
i. Greet 
ii. Introduce self 
ill. Clarity and purpose of call 
4. Understand customer requirement/problem: Each customer is 
unique and situations faced by each customer are unique in 
themselves. Hence, it is important to understand each customer 
situation, problem and emotions. Once, the problem is understood, 
then executive should explore options to resolve customer problem 
or escalate the problem, as required. The item pertaining to this 
skill given in the skill evaluation format is as follows: 
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a. 3a. Did the FSO listen and understand the problem faced by 
the subscriber 
i. Effective listening with eye contact 
ii. Empathize with customer 
iii. Testing understanding 
b. 3b. Did the FSO Executive explore options and resolve the 
problem, If no, 
i. Did FSO executive note the customer details 
ii. Clearly communicate the action plan / escalation path 
iii. Given a firm commitment to resolve problem 
iv. Check customer understanding 
5. Denwnstration and objection handling: Customer buys any 
product or service only when it meets customer requirements. 
Hence, this is the skill of sales professional to demonstrate m a 
way that the product or service meets all customer requirements. 
All customer objections should also be held in positive manner, 
giving confidence to customer to make a purchase decisions. The 
item pertaining to this skill given in the skill evaluation format is 
as follows: 
a. 4a. Did the FSO executive understand customer background 
and implied and explicit needs of mobility 
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i. Summarize and test understanding 
b. 4b. Was the FSO executive able to effectively demonstrate / 
explain handset / 'AirTel service' 
c. 4c. Did the FSO executive use FAQs to handle objections 
6. Selling options: Once the customer has agreed to purchase, it is 
important to enhance the relationship with customer by offering 
other utilities which will add value to customer. These are called as 
value added services. This increases customer satisfaction and also 
adds revenue to the organization, without additional investment. 
The item pertaining to this skill given in the skill evaluation format 
is as follows: 
a. 5a. Did the FSO executive understand the customer's 
requirement of VAS 
b. 5b. Did the FSO executive attempt to introduce at least one 
Value added service' 
7. Closing and documentation: Closing of customer call is 
important. Neil Raychem (1984) demonstrated that effective closing 
increased success to get business. Hence, closing needs to be 
effective. The item pertaining to this skill given in the skill 
evaluation format is as follows: 
a. 6a. Did the FSO Executive 
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i. Summarize commitment / action plan, if any (either 
from our side or from customer end) 
ii. Check, if he requires any other support 
iii. Thank customer for visiting FSO 
b. 6b. Did the FSO Executive capture the detailed profile of the 
customer in the record book 
Call Centre - Customer Service Skills: 
These are the basic skills which any customer interacting call centre 
person should essentially possess, for performing reasonably well as a 
call centre professional. These skills are listed in ICMl (In-coming Call 
Centre Management Institute) Call Centre People Management Handbook 
and Study Guide (Cleaveland and Hams, 2004). 
On telephonic call, a customer can't see the executive. He makes his 
perception of service on the basis of his telephonic interaction. This 
includes various parameters like accessibility of call centre, number of 
rings before telephone is answered, clarity of telephone line and 
interaction with executive. This makes skills required by call centre 
executives, a focus area. For the purpose of this research, call centre 
customer service skills are considered, as the target role for this study is 
call centre customer service executive. The key skills/behaviours 
accepted and prevalent at the target organization are listed as follows: 
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1) Greeting - With the greeting of executive customer forms the first 
impression about the organization and their executives. Greeting 
helps executive to gain customer confidence. The item pertaining to 
this skill given in the skill evaluation format is as follows: 
a) l.a. Was the opening as per the script? 
(Greet customer, welcome to BSES, identify self, How may I help 
you?) 
b) l.b. Was the call opening clearly audible, and at an appropriate 
pace? 
(was there a pause after greeting 85 the executive name was clearly 
understood) 
2) Language skills: In audio environment, language skills of executive 
are important. The customer can't see the body language; hence the 
message has to be communicated with appropriate language skills. 
The item pertaining to this skill given in the skill evaluation format is 
as follows: 
a) 2.a. Did the executive capture the caller's name and address? 
(Did the executive use caller name at least once in call properly -
use Mr./Ms.<full name> or Mr./Ms.<last name> or first name, if 
only first name is told by customer) 
b) 2.b. Did the executive speak in simple language, easily understood 
by customer? 
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c) 2.C. Did tJie executive speak at an appropriate pace, with clarity, 
and appropriate tone modulation? 
d) 2.d. Did the executive converse in the language customer is 
comfortable with? 
(Use customer's language of interaction.) 
3) Active listening and understanding customer. In service 
environment, it is important to understand customer issues and work 
for resolution, but it is critical to understand customer emotions and 
manage these emotions for customer to be satisfied. The item 
pertaining to this skill given in the skill evaluation format is as 
follows: 
a) 3.a. Did the executive listen attentively 85 understand customer 
issue? 
(No interruption/ avoid repeat questions/ Give verbal affirmations) 
b) 3.b. Did the executive probe to check his understanding of 
customer issues? 
(Ask focus/relevant questions to understand issue/query 
Paraphrase the customer requirement/issue) 
c) 3.C. In case of gap in service, did the executive offer an apology 
with an explanation to customer? 
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(Do not justify, offer apology on behalf of BSES. If customer is open 
and complete details are available explain the reason for delay in 
the resolution) 
4) Resolution/Solution: Customer calls the call centre in case of 
problem; s /he expects that once problem understood, this will trigger 
a resolution process within the organization. Either problem will be 
solved immediately or appropriate action will be taken and he will be 
informed appropriately. The item pertaining to this skill given in the 
skill evaluation format is as follows: 
a) 4.a. Did the executive understood customer problem and provide 
relevant/complete/accurate solution 86 information to the 
customer? 
(Solution relevant to customer query/issues 
Complete and accurate information in context to the prevailing 
policies/ guidelines/ process/ charges) 
5) Hold procedure: While performing role of call centre executive, it may 
be required to request the customer to hold the telephone line, while 
executive access information to provide service to customer. Since, the 
customer is on telephone, s/he does not know, what the executive is 
doing. This may lead to customer getting dissatisfied and unhappy. 
Thus, a proper hold procedure needs to be followed. The item 
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pertaining to this skill given in the skill evaluation format is as 
follows: 
a) 5.a. Did the executive seek caller permission & give reason before 
placing customer on hold? 
(Inform caller the reason for hold and the estimated hold time) 
b) 5.b. Did the executive came back to the caller within 30sec. 
(In case additional hold time is required, inform the customer 
within 30 seconds of estimated hold time executive should place 
customer on hold not more than twice in a call) 
c) 5.C. Did the executive thank the customer for staying on line? 
(After coming back from hold officer should thank the caller for 
being on hold.) 
6) Call Close: In any customer service interaction, call closing is critical. 
This helps to summarize the core issue and key action points. Closing 
gives confidence to customer, that his/her issue has been understood 
and clarity what action s/he should expect from the organization, and 
by when the issue will be resolved. The item pertaining to this skill 
given in the skill evaluation format is as follows: 
a) 6.a. At end of the call, did the executive summarize the 
conversation? 
(Summarize key points covering customer concern/issue 
Resolution provided/resolution path) 
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b) 6.b. Did the executive seek if any further assistance is required by 
the caller and thanked the caller as per script? 
(executive should thank the caller for calling BSES and staying 
online) 
7) Overall courtesy. It is difficult to capture overall impression of the 
call in any individual parameter. The item pertaining to this skill given 
in the skill evaluation format is as follows: 
a) 7.a. Was the executive enthusiastic and polite through out the 
call? 
(Polite, enthusiastic, full of energy, courteous, patient) 
Result evaluation 
Result is recording pre-selected output measures in an attempt to 
quantify in the defined situations. This data can be collected from 
number of sources, which could be organizational records like financial 
book of accounts or sales figures, record of attendance, HR records, 
analysis of customer feedback, survey by third party etc. Type of source 
selected will depend on type of result to be evaluated and organizational 
systems to manage data. 
Following are the elements of while evaluating result data: 
• A purpose - The purpose of accessing the result data will guide the 
selection of the source to access. Result data is used for variety^ of 
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purposes, including evaluation of executive performance, 
evaluation of organizational performance, comparative analysis of 
results with competitor results, identification of area to be 
improved. 
• A set of result definitions - Unambiguous result definitions guide 
the observer to be able to identify the correct value and classify the 
data in correct category for uniform analysis of results and derive 
meaningful analysis. 
• A unit of time - The time frame for taking result data depends on 
the purpose and focus. Data may be derived for a week 
performance, month performance, quarterly performance or 
annual performance. 
Problems in result evaluation 
When an investigator is attempting to evaluate and analyse result data, 
he should be able to identify precise data and draw conclusions from 
them accurately. But this may not happen always. One of the key gaps is 
a fault in the data capture process. Let us discuss the various aspects: 
(i) Faults in data capture process 
Ambiguity - As has already been pointed out earlier, clear-cut 
precise definition of what is to be evaluated is very essential. That 
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is why; every result to be evaluated should match with the purpose 
of study. Apart from this, the variables to be evaluated have to be 
embedded in a strong theoretical framework. Otherwise, 
investigator would not be clear as to why he has to collecting data 
what he is collecting. The language of the items should be exact 
and specific. If the items are of diffused statements, different 
observers can interpret them in different manners. 
Process of data collection - The extent, of which the result data will 
be free from inferential judgment, will depend on the process of 
data collection. Any new parameter of result introduce, lead to 
multiple interpretations of definitions and reporting of data. There 
has to be defined process and common understanding, which lead 
to common reporting of data. 
The result evaluation tools used in the present study 
The result evaluation used in this study is objective and quantitative. For 
the purpose of consistency and common understanding of result 
evaluation process, continuity of data collection and analysis already 
prevalent in organization is considered. The result data collected and 
analysed pertain to two areas of sales results and customer satisfaction 
results. 
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Sales results data is analysed and collected for unit performance on 
monthly basis. Since, sales is dependent on number of factors, which are 
beyond the scope of this study, hence a running average of three months 
is taken for statistical analysis. To remove any discrepancy on account 
on unit size, productivity per person per month is calculated. 
Customer satisfaction score data in the present study has been taken 
from Instant Customer Engagement' system already in use at the 
organization. This system gives an opportunity to customer to record 
their feedback on the call centre executive immediately after the call. 
This ensures that customer reaction is immediately captured. Since the 
objective of experiment was to enhance customer satisfaction scores, 
hence, the score of number of customer answered in top two boxes of '4 
£ind 5' was considered. For the purpose of analysis and equivalence, the 
percentage of customers who have rated the call in top two boxes was 
considered. 
Design and Implementation of the Instructional Experiment 
The present study is based upon pre test - post test design using two 
parallel groups of sample subjects viz- the experimental and the control 
group. Two such experiments were conducted, to test the hypothesis for 
two different organizations in service industry. The entire study was 
conceived and implemented as depicted in the following steps: 
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• Selection of sample organizations 
o Formation of experimental group and control group 
• Selection and training of observers 
• Development of training methodology and training content 
• Initial evaluation of groups 
o Establishment of equivalence of control group and 
experimental group 
• Administration of training 
o Experimental group undergoes training 
o Control group does not undergoes any training 
• Final evaluation of groups 
• Analysis and interpretation of results 
• Dravv i^ng of Conclusions 
The details of the aforementioned steps of the entire instructional 
experiment are described in the forthcoming sections. 
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SELECTION OF SAMPLE ORGANIZATION 
Criteria and Procedure for Sampling 
Criteria and procedure for selection of organization has already been 
explained in detail in research procedure, under population. Once the 
organizations were selected, next step was to select the control group and 
experimental group in each organization. The details of sampling 
procedure and sample size for selection of control group and 
experimental group in each organization are given below 
Sample size of groups: An attempt was made by the investigator to 
motivate the management of two selected organizations for appropriate 
sample size. The details of sample size are given below: 
• Bharti Televentures Limited: Showroom executives from Bharti 
Televentures Limited were taken as sample. Out of total of seven 
zones, two zones were selected as experimental group through 
simple random sampling and one showroom per zone was selected 
as control group through simple random sampling. All showrooms 
executives of two zones (57 executives) were taken as experimental 
group. One showroom from each of balance five zones comprising 
26 executives were taken as control group. 
• BSES: Call centre executives from BSES call centre were taken as 
sample. BSES Rajdhani Private Limited (BRPL) and BSES Yamuna 
Private Limited (BYPL), BRPL has been selected for this study by 
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simple random sampling (draw of lots). All call center executives 
working with BRPL has been selected as universe; of the universe 
of 50 executives with four supervisors in BRPL, all executives 
working with two supervisors are selected as experimental group 
through simple random sampling and other two supervisors are 
taken as control group. Two supervisors with 24 executives were 
taken as experimental group and other two supervisors with 26 
executives were taken as control group. 
Formation of Experimental and Control Group 
The allotment of sample subjects to the two groups, experimental and 
control group was done through simple random selection. The sample 
group was quite homogenous from the role performed in both 
organizations. Since, the allotment of sample subjects was done through 
random selection; the groups were not subjected to treatment on their 
gender, age, qualification or experience. Details of allotment of sample 
subjects from both organizations into experimental and control group are 
explained in respective case studies. 
Selection and training of observers in the present study 
The nature of this particular research study demanded that the sample 
subject and customer reactions be observed in their natural setting i.e. 
in their respective work place. In order to observe, the investigator, along 
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with representative of respective organizations, visited every location and 
observed the sample subject in un-obstructive manner. A common 
understanding was reached between investigator and representative of 
respective organization on details of each item through discussion. 
Development of training methodology and training content 
As part of experiment setting, training methodology and training content 
for each of the sample subject was decided by training department of 
respective organizations. The investigator was part of both the teams as 
an observer to ensure the following: 
• Specific objectives were formulated for each training intervention 
• Identification and definition of experimental and control group 
• Training methodology was defined for each training intervention 
• A structured training content is designed for each training 
intervention 
• Training of trainers is conducted to ensure that training delivery is 
in line with training objectives and training content 
• A process is set-up to capture the desired intermittent and final 
results of training 
• Experimental group and control group are clearly segregated, so 
that there is no training intervention for the control group 
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Establishment of Equivalence of Experimental and Control Group 
The groups were divided through random sampling. For the purpose of 
knowing the experimental and the control groups are equivalent or not, 
test of equivalence was conducted between experimental group and 
control group in case of both experiments. Test of equivalence was 
conducted on knowledge scores, skill evaluation scores and business 
result of each group. These groups were equivalent with respect to role 
performed by them in their respective organizations, and their 
responsibilities. 
Data Collection 
For clarifying the procedure of data collection, it is important to describe 
the working pattern of sample subject in both organizations. The details 
of data collected for each sample subject is given below: 
Bharti Televentures Limited: 
• Role of sample subject: Showroom executive 
• Intermediate results to be evaluated: 
o Knowledge score: Knowledge score is evaluated through an 
on-line test on product, process and tariff knowledge of 
executives pre-training and post-training. This test is done 
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on learning management system. A total of 60 questions 
were given to each executive. This test was admmistered at 
central location. Pre-training test was conducted in Nov 2003 
and post-training test was conducted in April 2004 
o Skill evaluation score: Skill evaluation of executives was 
conducted on defined skill evaluation parameters, defmed 
and accepted at the organization. Each individual was 
observed on these parameters and rated jointly by tht 
investigator and organizational representative. These 
evaluations are done on their work place with real 
customers. To ensure that skills are evaluated objectively 
and there are no abrasions due to customer behaviour. 
minimum 4 customer interactions over a period of 1 hour 
are observed. This observation was done in an un-
obstructive manner. The observation was done over a period 
of 2 weeks. Pre-training observation for all executives was 
completed before the start of training intervention (Oct, 
2003) and post-training observation was done after the 
completion of training intervention (April, 2004) 
Final results to be evaluated: Final objective of this training 
intervention is to increase sales. Sale in a showroom is the result 
of various factors like showroom ambiance, marketing effort, 
customer footfall, customer satisfaction with previous visit etc. 
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Hence, a sale is taken as showroom performance. Also, sale is 
highly dependent on variable factors like schemes and competitor 
activity. To bring equivalence on market dynamics, a running 
average of three months is calculated. To bring equivalence 
between small and big showrooms, per person productivity per 
month is calculated for analysis purposes. 
BSES: 
• Role of sample subject: Call Centre Executive 
• Intermediate results to be evaluated: 
o Knowledge score: In this case since the training included 
customer handling skills, knowledge is evaluated pre-
training and immediately after training through role-plays. 
Two role-plays are evaluated by investigator and 
organizational representative for each person and average 
percentage scores are taken as knowledge scores. Role-play 
evaluation was done on skill evaluation template, used and 
accepted by BSES. 
o Skill evaluation score: Skill evaluation of executives was 
conducted on defined skill evaluation parameters, defined 
and accepted at the organization. Each individual was 
observed on these parameters and rated jointly by the 
investigator and organizational representative. These 
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evaluations are done on their work place with real 
customers. To ensure that skills are evaluated objectively, 
and there are no abrasions due to customer behaviour, 
minimum 3 calls were observed and final scores were 
calculated. This observation was done in an un-obstructive 
manner, by listening to live calls through a parallel 
connection and executives were not aware of this. The 
observation was done over a period of 1 week. Pre-training 
observation for all executives was completed before the start 
of training intervention (Sept, 2005) and post-training 
observation was done after the completion of training 
intervention (Feb, 2006) 
Final results to be evaluated: Final objective of this training 
intervention is to enhance customer satisfaction. Business results 
were evaluated in terms of customer satisfaction score, measured 
through percentage of customers have rated the interaction with 
executive as very good or excellent on a '5' point scale. This is also 
called at BSES as score of 'top two boxes' to measure customer 
delight. Customer satisfaction scores were provided by BSES, 
through their tracking software. Since, customer satisfaction may 
also be impacted by number of attributes, not only on an 
interaction with executive, one week data of customer responses 
has been taken for this study. 
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Data Analysis and Interpretation 
Importance of Analysis and Interpretation 
Any experimental research yields a lot of data, which more often than not 
confuses the researcher. However, a pre-planned scheme of data analysis 
helps to give the data the needed organization so that its message can be 
easily read. 
Analysis means the categorizing, ordering, manipulating and 
summarizing of data to obtain answers to research questions. It serves 
the following purposes:-
• It reduces data to intelligent form 
• It provides a layout of the data for proper interpretation 
Various statisticians and theoreticians on educational research are 
unanimous in the opinion that the scheme of statistical analysis of any 
data should do justice to the nature of data, the objective of the study 
and the prevalent traditions of analysis in the related area of research. 
Only then can one expect to achieve correct and error-free interpretation. 
Besides, interpretation means taking the results of analysis, making 
inferences pertinent to the research relations studied, and drawing 
conclusions about these relations. The purpose of interpretation of 
research results is to provide them meaning and finding out their 
implications. This can be done in the following two ways:-
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• The relations within the research study and its data are 
interpreted. This is the narrower and more frequent use of 
interpretation and is closely tuned with analysis. 
• The broader connotation of the research data is sought. This is 
done by comparing the present results and inferences with theor> 
and with other research results. This is done because il is 
important to weigh one's result against demand and expectations 
of theory and conclusions drawn by other related researches. 
The ultimate aim of any research is to extend sample based 
generalizations to the populations from which the sample is drawn. In 
order that this may be carried out satisfactorily, detailed analysis and 
interpretation of broad trends is a must. 
Scheme of Statistical Data Analysis 
The data related to this study has been treated at the following levels: 
• Sample statistics in the form of calculation and discussion of 
measures of central tendencies (mean) and dispersion (standard 
deviation) 
• Inferential statistics in the form of t-test to study the nature of 
differences in the distribution of the variable 
• Graphical representation in the form of bar graphs of the means of 
various sets of scores 
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List of abbreviations: 
Following is the key to various letter abbreviations and symbols in 
all tables throughout this and subsequent chapters: 
EG: Experimental group 
CG: Control group 
o: Standard Deviation 
D: Difference between two means (M1-M2) 
y: Coefficient of correlation 
t: t-ratio 
Grouping of Analysis Criteria 
It would be appropriate to explain the rationale of grouping of analysis 
criteria. These analyses are conducted for each case study 
independently, to evaluate the hypotheses in each case. 
• Pre-training comparison of experimental group vs control group: Pre-
training comparison of experimental group vs control group was 
conducted to evaluate equivalence between experimental group 
and control group in terms of their knowledge scores, on-the-job 
skill evaluation scores and business results. This will ensure that 
the two groups are starting from a similar base line. This will also 
give credence to post-training comparisons. A t-test is conducted to 
evaluate if the difference between the groups is significant. 
123 
• Post-training comparison of experimental group vs control group: 
Post-training comparison of experimental group vs control group 
was conducted to evaluate the difference in knowledge scores, on-
the-job skill evaluation scores and business results between two 
groups. Difference of means between two groups is calculated, to 
evaluate if there is difference in the respective scores of two 
groups. 
• Pre-training vs post training comparison for control group: Pre-
training and post-training scores are measured and a comparison 
is done to evaluate, if the difference in pre-training and post-
training scores is statistically significant. This comparison is done 
for parameters of knowledge scores, on-the-job skill evaluation 
scores and business results. This helps to establish if change in 
scores is significant even without training. 
• Pre-training vs post training comparison for experimental group: Pre-
training and post-training are measured and a comparison is done 
to evaluate, if the difference in pre-training and post-training 
scores is statistically significant. This comparison is done for 
parameters of knowledge scores, on-the-job skill evaluation scores 
and business results. This helps to establish if change is 
significant and can be attributed to training. 
• Correlation between knowledge scores and on-the-job skill 
evaluation scores: Correlation between knowledge scores and on-
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the-job skill evaluation scores was calculated, to evaluate if change 
in one parameter leads to change in other parameter. This will help 
to establish cause-effect relationship between change in knowledge 
of employee and change in on-the-job skill of employee. 
• Correlation between knowledge scores and business results 
Correlation between knowledge scores and business results was 
calculated, to evaluate if change in one parameter leads to change 
in other parameter. This will help to establish cause-effect 
relationship between change in knowledge of employee and change 
in business results. 
• Correlation between on-the-job skill evaluation scores and business 
results: Correlation between on-the-job skill evaluation scores and 
business results was calculated, to evaluate if change in one 
parameter leads to change in other parameter. This will help to 
establish cause-effect relationship between change in on-the-job 
skill of employee and business results. 
An important consideration in any experimental research is whether the 
means obtained from the sample also describes the estimated population 
means from which the sample has been taken. We need to fmd some 
basis for believing that the sample mean (statistic) does not deviate very 
far from the population mean (parameter). The statistic that inform us of 
extend of deviation is called the standard error of the mean. In the 
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similar manner we can also find the standard error of the differences 
between means, which is more practical statistic for the purpose. It is 
also worthwhile to describe the rationale of the statistical analysis used 
for determining whether or not the mean differences between the groups 
are significant. Guilford (1956) is very emphatic about correcting the 
standard error of mean differences in terms of coefficient of correlation 
between two sets of scores when the sample groups are correlated. In 
view of the relatively large number of factors which influence one's selling 
and customer service skills and use of training strategies and 
impossibility of identifying and controlling all these factors, the means of 
knowledge score, skill evaluation score and business result score were 
treated as correlated. There is a theoretical possibility that some of these 
factors exercise some overt or covert influence on performance of a 
particular criterion. Therefore, the t-ratios were calculated after providing 
for the correlation existing between the two sets of scores. 
Evaluation of Null Hypotheses 
Keeping in mind the objectives of study, following null hypothesis are 
formulated: 
Hoi: Training will not impact the knowledge of sales and service 
executives in service industry 
Ho2: Training will not impact on-the-job skill of sales and service 
executives in service industry 
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Ho3: Training will not impact business performance of sales and 
service executives in service industry 
To test null hypotheses 1, 2 and 3, comparison between pre-training and 
post-training data for control group and experimental group was 
conducted. Difference of means and standard deviation was calculated, t-
test was conducted to evaluate if the shift in pre-training and post-
training scores is statistically significant at 99% significance (0.01) level. 
This analysis was conducted for knowledge scores, on job skill evaluation 
scores and business performance parameters of executive. 
Value of t is calculated using formula: 
t = (Ml-M2)/^(((ol*ol)/{nl-l))+ ((o2*o2)/(n2-l)))* (1-(Y*Y)) 
Ho4: On-the-job skills of sales and service executive will not be 
significantly related to their knowledge 
Ho5: Performance on business parameters of sales and service 
executive will not be significantly related to their knowledge 
Ho6: Performance on business parameters of sales and service 
executive will not be significantly related to their on-the-job skills 
To test null hypotheses 4, 5 and 6, correlation between two factors was 
calculated. Probable error was calculated using following formula: 
P.E.Y = 0.6745 ((1-(Y*Y))/Vn) 
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Comparison of correlation and probable error was conducted. If value of 
Y > 6 P.E., the correlation between two factors was considered as 
statistically significant. 
ReliabUity of Data 
The primary data collected are considered as quite reliable because these 
have been collected by using tools, for which internal and external 
validity has already been established. 
To establish internal validity, data has been collected using tools and 
processes already existing in respective organizations. To ensure external 
validity, no obstructive measures of observation or data collection were 
used. Hence, observations can be correctly generalize to other 
unobserved situations. 
Dependability of Results: 
As the present research has been conducted in an honest manner, for 
academic purpose only; for the purpose of this study control group and 
experimental groups are established. This has helped to establish frame 
of reference in the existing study, wherein relative comparisons examine 
what would have occurred without the training intervention or possibly 
the differences between experimental and control group. 
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The only way, the control group and experimental group differ in this 
study, was administration of training to experimental group, all other 
factors being same. Hence, impact of other factors has been neutralized. 
Difficulties faced 
The main difficulty faced in the process of data collection, was to 
convince the prospective organizations to allow the investigator to 
conduct this study, where employees performing same role will be 
divided in control group and experimental group and why all population 
should not be given training together. 
Another major difficulty was faced while dealing with training teams in 
respective organizations; training teams were apprehensive that their 
performance will be evaluated through this exercise and if results are not 
found to be positive, action may be taken against them. This difficulty 
was overcome by clearly stating that the study has been done as an 
academic exercise and same was assured by respective managements. 
Limitations of the Study 
Evaluating the impact of training on key performance parameters is a 
vast area of study. But an experimental investigation needs a specific 
theme, with well defined samples and tools. The study is thus, being 
delimited to service industry. The sample consists of executives 
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performing sales and customer service role in service industry. The focus 
has been kept on sales and customer service roles, because the 
investigator has experience in sales and customer service and would find 
it more convenient to understand and study the impact of training. 
Considering the practical aspects of study, which involved steps from 
getting permission from top management and buying-in at all levels of 
management, understanding of organization, creation of experimental 
group and control group, observation at respective organization through 
all steps of training cycle to maintain the sanctity of process, and final 
observation is a time consuming process. In the given time frame, it was 
practically possible to complete this process for two sample organizations 
only. 
Target group has been taken as customer facing executives, as 
executives at different hierarchy require different sets of competencies. 
So, taking them together would mean dilution of focus. Thus for the sake 
of comprehensiveness, roles of sales and customer service executives in 
service industry are included in sample. The study was conducted within 
National Capital Region of Delhi. 
Since, the methodology adopted was quasi-experimental research and 
this study was conducted in real business environment, where there 
were issues of manpower attrition and participants from experimental 
group missing training due to various reasons (25% absenteeism in 
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classroom attendance for refresher training), impact of these factors 
could not be evaluated. 
Study has been focused on evaluating, if there is an impact of training on 
business critical parameter of sales and customer satisfaction. However, 
this study has not focused on evaluating the impact and accuracy of 
different steps in training cycle, like training need analysis, trainmg 
content, methodology chosen or training delivery. 
Scope of Further Study 
However, despite the above limitations, the data collected are considered 
quite reliable and dependable. It is hoped that the analysis and findings 
of the present study will enhance the scope of further research work on 
the subject. 
Conclusion 
This chapter has covered an important area of research, wherein the 
investigator has described the various tools and methods of investigation, 
justified their choice and also explained in detail their construction, their 
merits and demerits, the theoretical principles and process behind their 
construction. These elaborations have contributed to the clarity and 
substance of the research report because of a proper understanding of 
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tools and methods is indispensable for the success of a research project 
and writing of a good research report. 
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CHAPTER IV 
Organization 1: Bharti Televenture Limited 
Telecom Industry Scenario - An Overview 
India is the forth-largest telecom market in Asia after China, Japan and 
South Korea. The Indian Telecom network is the 8th largest in the world 
and the 2nd largest amongst emerging economies. The industry has 
witnessed an explosive growth in recent years. Tele-density has more 
than doubled from 2.3% in 1999 to 4.8% in 2002. However the world 
average is almost 7.5 times and the Asian average is 4.5 times the Indian 
average. The Indian Telecom market size of over US$ 8 billion is expected 
to increase 3 fold by 2012. 
The expansion of the telecom industry in India has been fueled by a 
massive growth in mobile phone users, which has reached a level of 10 
million users in December 2002, an increase of nearly 100% in 2002. 
This exponential growth of mobile telephony can be attributed to the 
introduction of digital cellular technology and decrease in tariffs due to 
competitive pressures. 
Challenges to Indian Telecom industry: The Indian Telecom market has 
witnessed dramatic de-regulation. The year 2002 has seen several key 
developments, such as rollout of internet telephony services, 
privatization of VSNL and ending its monopoly by opening up the 
international long distance services sector. Telecom is an emergmg 
133 
industry and tJie players are expected to grapple with complex issues of 
new technologies and an evolving regulatory framework. 
This has led to increased competitive pressures in telecom industry with 
seven telecom players looking to acquire and retain customers. (Airtel, 
Hutch, Idea Cellular Limited, MTNL Limited / BSNL, Reliance Infocom, 
Tata Teleservice Limited) 
Organization Overview 
4 
Bharti Televentures Limited (Now Bharti Airtel Limited): Bharti Tele-
ventures Limited is an integrated telecom service provider in the country, 
incorporated in the year 1995 for promoting investment in 
Telecommunication services with brand name Airtel. Airtel entered the 
Telecom Services business with a mobile license for Delhi. Today, it is 
India's leading private sector provider of telecommunication services, 
with a national presence. Airtel has been ranked at number 16 according 
to market capitalization by economic times in September 2003. 
The company's financial Partners / Investors include Singtel, Warburg 
Pincus' (now bought by Vodafone), International Finance Corporation, 
Asian Infrastructure Fund Group and New York Life Insurance. 
Bharti Tele-ventures, its subsidiaries and management have received 
several awards and recognitions, including: 
• Adjudged as Leading Telecommunications Service Provider in India 
(Business World, September 2001) 
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• Selected as "Leading Lights of Telecom" in Asia (November 2001 
Asian edition of the Teledotcom magazine with analytical inputs 
from research consultants Frost 85 Sullivan) 
• "Techies" - Best Cellular Service award for four consecutive years 
• Asia Pacific Award for most "Innovative HR Practices" - 1999 
• Golden Peacock National Training award - 2000 
• Sunil Bharti Mittal, Chairman 86 Managing Director 
o Selected as the "Businessman of the year 2002" by Business 
India 
o Selected as the "CEO of the year - 2002" by World HRD 
Congress 
o Selected as the "Dataquest IT Man of the year 2002" by 
Dataquest. 
o Chosen as one of the "Stars of Asia" by Business Week 
o Selected as one of the top Global Entrepreneurs by Business 
Week 
o Adjudged Entrepreneur of the Year (ICE sector) by Ernst and 
Young 
• Akhil Gupta, Joint Managing Director, adjudged as CFO of the year 
(2001) for "M 85 A" by Economic Intelligence Unit 
• Innovative HR Practices Award - Telecom Sector - 2002" by World 
HRD Congress 
• Golden Peacock National Training Award - 2002 (Runners up) 
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• Ranked amongst the Top five in Finance Asia Best Company's 
survey - 2002 : 
• Best Investor Relationship 
• Best Managed Company 
• Best Corporate Governance 
• Most committed to creating Shareholder value 
• Best Financial Management 
Bharti Televenture Limited - Sales Structure 
To acquire customers, Airtel has independent sales structure as shown 
figure 4 .1 . 
Figure 4.1: Sales Structure at Airtel -
Delhi 
Head - Prepaid 
Sales 
Circle Sales Head 
Head - Postpaid 
Sales 
1 
Head - Corporate 
Sales 
1 
Sales Agent 
For the purpose of this study, full service outlet has been selected 
through random selection. Chits v^ere prepared with name of each sales 
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channel, these chits were put in a box and one chit was drawn randomly, 
without looking. 
Full service outlet: Full service outlets are Airtel showrooms, meant to 
provide all services to customers. These outlets are franchisee owned. All 
employees are employed and managed by franchisee or his representative 
but trained by Airtel. Organizational structure at full service outlet is 
shown in figure 4.2. 
Figure 4.2: Organization Structure - Full Service Outlet 
Franchisee 
I 
Showroom Manager 
F i^eet Oil b i ; 
(FOS)/Shov.-; 
Airtel Manager 
137 
Sampling for Organization 1 
For the purpose of this study, FSO at National Capital Region of Delhi 
(NCR) are considered as universe. NCR is divided into seven zones having 
total of 34 FSO. Seven zones are East, West, North, South, Central, 
Gurgaon, Noida 85 Ghaziabad. 
Experimental Group Selection: Two zones of South Delhi and Gurgaon has 
been selected through random selection. This selection was done by 
writing names of all zones on chits and selecting two chits without 
looking and without replacement. Total number of FSO in these two 
zones was ten. 
Control Group Selection: One FSO from each of the remaining 5 zones was 
selected as control group through random selection, even though no 
other intervention was planned at any other FSO in universe. Hence, the 
control group constituted total of 5 FSO. Details of number of FSO and 
number of executives (FOS) in experimental group, control group and 
universe are given in table 4 .1 . 
Table 4.1: Sample Size - Airtel 
Group No. of Full Service 
Outlet (FSO) 
No. of Feet on Street 
(FOS) / Executives 
Experimental Group 10 57 
Control Group 26 
Universe 34 182 
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Key result areas of PSO: Full Service Outlet (FSO) is the face of Airtel, 
where Airtel provide service to customers in person. Customer walks in 
to FSO to 
• Buy a new mobile connection 
• Get his queries resolved/log complaint, if any 
• Deposit payment for their bill 
Key deliverables of full service outlet (FSO) are: 
• Sales of mobile connections: sales is measured through 
o Number of mobile connections sold by FSO 
o Average number of mobile connections sold by each FOS 
(also called as average productivity per person) 
Objective of Study - Bharti Televenture Limited 
Keeping in mind the key deliverable at FSO objective of study was 
defined as 
• To evaluate, if training of FOS influences the business critical 
parameter of number of mobile connections sold at FSO. 
Training Initiative - Bharti Televenture Limited 
A comprehensive training program was developed to deliver training to 
experimental group, keeping in mind the objective of study. This 
included 
• Training need analysis 
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• Training content development 
• Defining effectiveness measures 
• Training delivery 
o Classroom training 
o On-job training 
• Training evaluation 
Training evaluation of experimental group was done in line with level 2, 
level 3, and level 4 of Kirkpatrick Model of training evaluation. 
• Level 1: Reaction - Did the participants like the training? 
o Class room training feedback is taken immediately after the 
training from the participant, did they like the training? 
Since, this is only participant reaction to training and does 
not evaluate any change in behaviour or business results, 
reaction feedback and its implications are not been analysed 
in this study. 
• Level 2: Learning - Did the participants learn something in the 
training? 
o A knowledge test is conducted to evaluate what the 
participants learn from the training. 
• Level 3: Behaviour - Did the participants apply what they learned 
in the training back on the job? 
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o Skill evaluation of participants on the job was conducted to 
evaluate the change in behaviour, as per skill evaluation 
matrix. 
• Level 4: Results - Did the participants' application on the job 
impact the organization? 
o Number of mobile connections sold by FSO and productivity 
per person is considered to evaluate if the application on the 
job has impacted the organization in form of any 
improvement in sales results. 
Level 2, 3 and 4 evaluations are done by collecting pre-training and post-
training data in following areas and its statistical analysis: 
• Knowledge scores 
• Skill scores 
• Result score/Sales figures 
KNOWLEDGE SCORE EVALUATION 
An on-line test was conducted for executives from experimental 
group and control group. This test included questions on 
• Airtel background 
• Airtel product knowledge including technology, product features 
and prices 
• Process knowledge 
Test paper had total of 60 questions. 
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Results of knowledge test are given below: 
Pre-Training Knowledge Score Comparison - Experimental Group vs 
Control Group 
Table 4.2: Pre-training Knowledge Score Comparison - Experimental 
Group vs Control Group 
Mean 
knowledge 
score 
Pre-training 
(%) 
o (Standard 
Deviation) 
of 
knowledge 
scores 
Pre-Training 
Pre-Training 
Knowledge 
Scores 
Difference 
of Means 
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critical 
at 99% 
Experimental 
Group 35.61 16.14 
Control 
Group 
7.57 1.82 
43.18 17.78 
3.012 
Comparison of pre-training knowledge scores for experimental group and 
control group is shown in table 4.2. This comparison shows that, while 
the average pre-training knowledge score for experimental group is 
35,61%, the average pre-training knowledge score for control group is 
43.18%. The difference of means shows that pre-training average scores 
for control group are higher by 7.57%, when compared to pre-training 
knowledge scores for the experimental group. This may be due to higher 
knowledge level of control group employees as compared to experimental 
group employees. 
't' is calculated by the formula given below; 
t = (Ml-M2)/^f(((ol*ol)/(nl-l))+ {(o2*o2)/(n2-l)))* (1-{Y*Y)) 
In this case, since the samples are independent, the value of Y=0 
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t = 1.82 
Since, t score of 1.82 is less than t-critical value of 3.012 at 99% 
significance (0.01) level. This shows that difference of knowledge between 
experimental group and control group is statistically not significant. This 
means that even though the average knowledge score for control group 
employees is higher than average knowledge score of experimental group 
employees, this difference is not significant at 99% significance level. 
Hence, both experimental group and control group employees can be 
considered as statistically equal, when compared with respect to their 
knowledge scores. 
Post-Training Knowledge Scores: 
Table 4.3: Post-training Knowledge Scores - Airtel 
Mean knowledge 
score 
Post-training (%) 
a (Standard 
Deviation) of 
knowledge 
scores 
Post-Training 
Post-Training 
Knowledge 
Scores 
Difference of 
Means 
(D) 
Experimental 
Group 
80.34 13.2 
35.99 
Control Group 44.35 13.88 
Comparison of post-training knowledge scores for experimental group 
and control group is shown in table 4.3. This comparison shows that, 
while the average post-training knowledge score for experimental group 
is 80.34%, the average post-training knowledge score for control group is 
44.35%. The difference of means shows that post-training average scores 
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for experimental group are higher by 35.99%, when compared to post-
training knowledge scores for the control group. 
This demonstrates movement of difference of means for knowledge 
scores by 43.56%, post-training in favour of the experimental group. 
Since, same evaluation was conducted for both experimental group and 
control group employees, after similar time durations, higher increase in 
knowledge level among experimental group employees as compared to 
control group employees may be attributed to training, which has been 
provided to experimental group employees only. 
Experimental Group Knowledge Scores: 
Table 4.4: Experimental Group Knowledge Scores - Airtel 
Experimental 
Group 
Mean 
Knowledge 
Score (%) 
o 
(Standard 
Deviation) 
of 
knowledge 
scores 
Knowledge 
Scores 
Difference of 
Means 
(D) 
t-critical 
at 99% 
Pre-Training 35.61 16.14 
Post-Training 80.34 13.2 
44.73 16.82 3.012 
Experimental group knowledge scores are shown in table 4.4. This shows 
that for the experimental group of 57 executives, average pre-training 
knowledge score was 35.61% with standard deviation of 16.14. Post-
training average knowledge score for experimental group has increased to 
80.34% with standard deviation of 13.2. Difference of means is 44.73%. 
Improvement in average knowledge scores for experimental group, pre-
training and post-training is by 79.34%. This shows that there is 
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substantial improvement in knowledge scores of experimental group 
employees post-training. 
t = 16.82 
Value of t for pre-training knowledge score and post-training knowledge 
score for experimental group is 16.82. Since, t-value is greater than t-
critical value of 3.012 at 99% significance (0.01) level. Hence, when 
compared with pre-training knowledge scores, there is significant 
improvement in knowledge scores after the training for the experimental 
group. This demonstrates that training has resulted in enhance 
knowledge level for experimental group employees. 
Control Group Knowledge Scores: 
Table 4.5: Control Group Knowledge Scores - Airtel 
Control 
Group 
Mean 
Knowledge 
Score (%) 
£ 
(Standard 
Deviation) 
of 
knowledge 
scores 
Knowledge 
Scores 
Difference of 
Means 
(D) 
t 
t-
critical 
at 99% 
Pre-Training 43.18 17.78 
1.17 0.32 3.012 Post-
Training 
44.35 13.88 
Control group knowledge scores are shown in table 4.5. This shows that 
for the control group of 26 executives, average pre-training knowledge 
score was 43.18% with standard deviation of 17.78. Average knowledge 
score for control group post-training has increased to 44.35% with 
standard deviation of 13.88. Difference of means is 1.17%. 
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Average knowledge scores for control group, pre-training and post-
training has improved by 2.7%. This marginal improvement in knowledge 
scores for the control group may be attributed to on-the-job learning 
process by control group employees. 
t = 0.32 
Value of t for pre-tredning knowledge score and post-training knowledge 
score for control group is 0.32. Since, t-value of 0.32 is lesser than, t-
critical value of 3.012 at 99% significance (0.01) level. Hence, when 
compared with pre-training knowledge scores, improvement in knowledge 
scores calculated for the control group has not been found as significant. 
This demonstrates that through the natural process of on-the-job 
learning, improvement in knowledge level of executives is not significant. 
Pre-training knowledge level for both the experimental group and control 
group, was found to be same. Post-training the improvement in 
knowledge scores for experimental group is found to be significant, 
while improvement in knowledge scores for control group is found 
to be not significant at 99% significance (0.01) level. While there is 
improvement in knowledge level of employees due to on-the-job learning 
and development, however, this improvement is not significant. Since, 
the only difference in two groups is administration of training to 
experimental group and no training inputs for control group. Hence, the 
significant improvement of knowledge scores of experimental group 
can be attributed to training. 
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In this case, null hypotheses 1, 'Hoi: Training will not impact the 
knowledge of sales and service executives in service industry' is rejected. 
As demonstrated in table 4.3, 4.4 and 4.5, training has significantly 
impacted the knowledge of sales executives in service industry. 
Thus, alternate hypotheses 1, 'Hil . Training impacts the knowledge of 
the sales and service executives in service industry', is accepted 
Graphical Representation of Knowledge Scores: 
Knowledge scores for both the experimental group and the control group 
evaluated before training and after training can also be shown 
graphically, as in Figure 4.3. 
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Figure 4.3: Graphical Representation of Knowledge Scores - Airtel 
-m:yt 
44.a5_. 
Pre-Training Post-Training 
Time 
m Experimental 
Group 
• Control Group 
ON-THE-JOB SKILL SCORE EVALUATION 
On-the-job skill score evaluation was conducted on the basis of skill 
assessment sheet used by Airtel. Skill evaluations were done by a single 
observer to ensure consistency in evaluation. These assessments were 
done prior to training and post-training in a time slot of 2 weeks. Each 
FSO was observed for an hour and at-least 4 calls for the behaviours 
exhibit during his/her interaction with customer. FSO from both 
experimental group and control group were observed on defined 
template. 
Results of skill evaluation test are given below in table: 
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Pre-Training Skill Evaluation Score Comparison: Experimental 
Group v s Control Group: 
Table 4.6: Pre-training Skill Evaluation Score Comparison: Experimental 
Group vs Control Group - Airtel 
Mean skill 
evaluation 
score 
Pre-training 
(%) 
o (Standard 
Deviation) of 
skill 
evaluation 
scores 
Pre-Training 
Pre-Training 
skil l 
evaluation 
scores 
Difference of 
Means 
12) 
critical 
at 99% 
Elxperiniental 
Group 46.5 0.31 
Control 
Group 
21.0 2.88 
67.5 0.30 
3.012 
Comparison of pre-training skill evaluation scores for experimental group 
and control group is shown in table 4.6. This comparison shows that , 
while the average pre-training skill evaluation score for experimental 
group is 46 .5%, the average pre-training skill evaluation score for control 
group is 67 .5%. The difference of m e a n s shows tha t pre-training average 
scores for control group are higher by 2 1 % , when compared to pre-
training skill evaluation scores for the experimental group. This may be 
due to higher on-the-job skill level of control group employees a s 
compared to experimental group employees. 
t = 2 . 8 8 
•t' score of 2 .88 i s less than t-critical value of 3 . 0 1 2 at 99% 
signif icance (0.01) level. This shows tha t difference in skill evaluation 
score between experimental group and control group is not statistically 
significant at 99% significance (0.01) level. This means tha t even though 
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the average skill evaluation score for control group employees is higher 
than average skill evaluation score of experimental group employees, this 
difference is not significant at 99% significance level. Hence, both 
experimental group and control group employees can be considered as 
statistically equal, when compared with respect to their skill evaluation 
scores. 
Post-Training Skill Ehraluation Scores: 
Table 4.7: Post-training Skill Evaluation Scores - Airtel 
Mean skill 
evaluation score 
Post-training (%) 
a (Standard 
Deviation) of 
skill evaluation 
scores 
Post-Training 
Post-Training 
skill evaluation 
scores 
DifTerence of 
Means 
(D) 
Ebcperimental 
Group 83 0.19 12 
Control Group 71 0.26 
Comparison of post-training skill evaluation scores for experimental 
group and control group is shown in table 4.7. This comparison shows 
that, while the average post-training skill evaluation score for 
experimental group is 83%, the average post-training skill evaluation 
score for control group is 71%. The difference of means shows that post-
training average scores for experimental group are higher by 12%, when 
compared to post-training skill evaluation scores for the control group. 
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This demonstrates movement of difference of means for skill 
evaluation scores by 33%, post-training in favour of the 
experimental group. Since, same evaluation was conducted for both 
experimental group and control group employees, after similar time 
durations, higher increase in on-the-job skill evaluation score among 
experimental group employees as compared to control group employees 
may be attributed to training, which has been provided to experimental 
group employees only. 
Experimental Group Skill Ehraluation Scores: 
Table 4.8: Experimental Group Skill Evaluation Scores - Airtel 
Ebcperimental 
Group 
Mean SkiU 
E^valuation 
Score (%) 
a (Standard 
Deviation) 
of SkiU 
Evaluation 
Scores 
SkiU 
Ehraluation 
Scores 
Difference of 
Means 
(D) 
t 
t-
critical 
at 99% 
Pre-Training 46.5 0.31 
36.5 7.73 3.012 Post-
Training 83 0.19 
Experimental group skill evaluation scores are shown in table 4.8. This 
shows that for the experimental group of 57 executives, average pre-
training skill evaluation score was 46.5% with standard deviation of 
0.31. Post-training average skill evaluation score for experimental group 
has increased to 83% with standard deviation of 0.19. Difference of 
means, D = 36.5%. This shows that there is substantial improvement in 
skill evaluation scores of experimental group employees post-training. 
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Average skill evaluation scores for experimental group, pre-training and 
post-training has improved by 78.49%. 
t = 7.73 
Value of t for pre-training skill evaluation score and post-training skill 
evaluation score for experimental group is 7.73. Value of t is greater 
than t-critical value of 3.012 at 99% significance (0.01) level. Hence, 
when compared with pre-training skill evaluation scores, there is 
significant improvement in skill evaluation scores after the training for 
the experimental group. This demonstrates that training has resulted in 
enhance on-the-job skill level for experimental group employees. 
Control Group Skill Ehraluation Scores: 
Table 4.9: Control Group Skill Evaluation Scores - Airtel 
Control 
Group 
Mean Skill 
Evaluation 
Score (%) 
a 
(Standard 
Deviation) 
ofSkiU 
Evaluation 
Scores 
Skill Eivaluation 
Scores 
Difference of Means 
(D) 
t 
t-
critical 
at 99% 
Pre-
Training 67.5 0.3 3.5 0.32 3.012 
Post-
Training 71 0.26 
Control group skill evaluation scores are shown in table 4.9. This shows 
that for the control group of 26 executives, average pre-training skill 
evaluation score was 67.5% with standard deviation of 0.3. Average skill 
evaluation score for control group post-training has increased to 71% 
with standard deviation of 0.26. Difference of means, D = 3.5 
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Average skill evaluation scores for control group, pre-training and post-
training has improved by 5.19%. This marginal improvement m on-the-
job skill evaluation scores for the control group may be attributed to on-
the-job learning process by control group employees. 
t = 0.32 
Value of t for pre-training skill evaluation score and post-training skill 
evaluation score for control group is 0.32. t-value is less than t-critical 
value of 3.012 at 99% significance (0.01) level. Hence, the shift in 
skill evaluation scores for control group is not significant. 
Hence, when compared with pre-training on-the-job skill evaluation 
scores, improvement in skill evaluation scores calculated for the control 
group has not been found as significant. This demonstrates that through 
the natural process of on-the-job learning, improvement in on-the-job 
skill level of executives is not significant. 
Pre-training on-the-job skill level for both the experimental group and 
control group was found to be same. Post-training the improvement in 
on-the-job skill evaluation scores for experimental group is found to 
be significant, while improvement in on-the-job skill evaluation 
scores for control group is found to be not significant at 99% 
significance (0.01) level. While there is improvement in on-the-job skill 
level of employees due to on-the-job learning and development, however, 
this improvement is not significant. Since, the only difference in two 
groups is administration of training to experimental group and no 
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training inputs for control group. Hence, the significant improvement 
of on-the-job skill evaluation scores of experimental group can be 
attributed to training. 
In this case, null hypotheses 2, 'Ho2: Training will not impact on-the-job 
skill of sales and service executives in service industry' is rejected. As 
demonstrated in table 4.7, 4.8 and 4.9, training has significantly 
impacted on-the-job skills of sales executives in service industry. 
Thus, alternate hypotheses 2, 'Hi2. Training impacts on-the-job skills of 
the sales and service executives in service industry', is accepted 
Graphical Representation of Skill Evaluation Scores: 
Skill evaluation scores for both the experimental group and the control 
group evaluated before training and after training can also be shown 
graphically, as in figure 4.4. 
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Figure 4.4: Graphical Representation of Skill Evaluation Scores - Airtel 
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RESULT EVALUATION 
Business results were evaluated in terms of average sale per person per 
month at each full service outlet (FSO). Sales figures were provided by 
Airtel. Since, sales are impacted by periodic schemes and competitor 
activities; trending and analysis of monthly data was not possible. For 
purpose of this study, three month running average is considered. 
Monthly sales per person or sales productivity figures are given below in 
table: 
155 
Pre-Training Sales per Person per Month Figures Comparison -
Experimental Group vs Control Group: 
Table 4.10: Pre-training Monthly Sales per Person Comparison: 
Experimental Group vs Control Group - Airtel 
Pre-Training 
Scores 
Average 
Sales per 
Person per 
Month 
a (Standard 
Deviation) 
Pre-Training 
Sales per 
Person per 
Month 
Difference of 
Means 
(D) 
t 
t-
critical 
at 99% 
Experimental 
Group 
19.01 6.96 
-9.58 2.51 3.012 Control 28.59 18.51 
Group 
Comparison of pre-training sales per person per month for experimental 
group and control group is shown in table 4.10. This comparison shows 
that, while the average monthly sale per person for the experimental 
group pre-training is 19.01, the average sales per person per month, for 
control group pre-training is 28.59. The difference of means shows that 
pre-training score for control group are higher by 9.58, when compared 
to pre-training scores for the experimental group. This may be due to 
higher level of performance by control group employees as compared to 
experimental group employees. 
t = 2.51 
t score of 2.51 is less than 3.012 at {99% significance) 0.01 level. This 
shows that difference in monthly sales per person between 
experimental group and control group is not significant at 99% 
significance (0.01) level. This means that even though the average 
156 
monthly sales per person for control group employees is higher than 
average monthly sales per person of experimental group employees, this 
difference is not significant at 99% significance level. Hence, both 
experimental group and control group employees can be considered as 
statistically equal, when compared with respect to their business 
performance of monthly sales per person. 
Post-Training Monthly Sales per Person Comparison - Experimental 
Group vs Control Group: 
Table 4.11: Post-training: Monthly Sales per Person Comparison: 
Experimental Group vs Control Group - Airtel 
Post-Training 
Scores 
Average Sales 
per Person per 
Month 
a (Standard 
Deviation) 
Pre-Training 
Sales per Person 
per Month 
Difference of 
Means 
ID) 
Experimental 
Group 44.30 22.44 11.21 
Control Group 33.1 15.76 
Comparison of post-training monthly sales per person comparison for 
experimental group and control group is shown in table 4.11. This 
comparison shows that, while the average sale per person per month for 
experimental group post-training is 44.30, the average sale per person 
per month for control group post-training is 33.1 mobile connections. 
The difference of means shows that post-training sale for experimental 
group is higher by 11.21 connections, when compared to post-training 
sale for the control group. 
157 
This demonstrates movement of difference of means for monthly 
sales per person by 20.2 connections, post-training in favour of the 
experimental group. Since, business result of monthly sales per person 
was conducted for both experimental group and control group 
employees, during same time duration; steeper increase in monthly sales 
per person among experimental group employees as compared to control 
group employees may be attributed to training, which has been provided 
to experimental group employees only. 
Experimental Group Monthly Sales per Person: 
Table 4.12: Experimental Group - Monthly Sale per Person - Airtel 
Experimental 
Group 
Average 
Sale per 
Person 
per 
Month 
o (Standard 
Deviation) 
of Sale per 
Person per 
Month 
Difference of 
Means - Average 
Sale per Person 
per Month 
(D) 
critical 
at 99% 
Pre-Training 19.01 6.97 
Post-
Training 44.31 22.44 
25.3 9.2 3.012 
Pre-training and post-training experimental group sale figures are shown 
in table 4.12. This shows that for the experimental group from 10 FSO 
comprising 57 executives, average pre-training sale per person was 19.01 
mobile connections per month with standard deviation of 6.97. Post-
training average sale per person per month for experimental group has 
increased to 44.31% with standard deviation of 22.44. Difference of 
means, D = 25.3. This shows that there is substantial improvement in 
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monthly sales per person for experimental group employees post-
training. 
Average sale per person per month for experimental group, pre-trainmg 
and post-training has improved by 133%. 
t = 9.2 
Value of t for pre-training monthly sales per person and post-trainmg 
monthly sales per person for experimental group is 9.2. t-value is 
greater than t-critical value 3.012 at 99% significance (0.01) level. 
Hence, when compared with pre-training knowledge scores, there is 
significant improvement in average monthly sales per person after the 
training for the experimental group. This demonstrates that training has 
resulted in increased business result of monthly sales per person for 
experimental group employees. 
Control Group Monthly Sales per Person: 
Table 4.13: Control Group: Monthly Sales Per Person - Airtel 
Control 
Group 
Average 
Sales per 
Person 
per Month 
o (Standard 
Deviation) of 
Sales per 
Person per 
Month 
Difference of 
Means - Sales 
per Person per 
Month 
(D) 
t 
t-
critical 
at 99% 
Pre-
Training 28.59 18.51 4.51 1.18 3.012 
Post-
Training 33.1 15.76 
Control group sales per person per month are shown in table 4.13. This 
shows that for the control group from 5 FSO comprising 26 executives 
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from 5 zones, average sales per person was 28.59 mobile connections per 
month with standard deviation of 18.51. Average sale per person per 
month for control group post-training has increased to 33.1 mobile 
connections per person per month with standard deviation of 15.76. 
Average sale per person per month for control group, pre-training and 
post-training has improved by 4.51 or 15.75%. This marginal 
improvement in monthly sales per person for the control group may be 
attributed to on-the-job learning process by control group employees or 
impact of extraneous factor, resulting in better business results. 
t = 1.18 
Value of t for pre-training and post-training customer satisfaction score 
for control group is 1.18. t-value is lesser than t-critical value of 
3.012 at 99% significance (0.01) level. Hence, when compared with 
pre-training monthly sales per month, improvement in average monthly 
sales per month calculated for the control group has not been found as 
significant. This demonstrates that through the natural process of on-
the-job learning, improvement in business performance in terms of 
monthly sales/month of executives is not significant. 
Pre-training business performance of monthly sales per person for both 
the experimental group and control group was found to be same. Post-
training the improvement in business performance of monthly sale 
per person for experimental group is found to be significant, while 
improvement in business performance for control group is found to 
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be not significant at 99% significance (0.01) level. While there is 
improvement in business performance of employees due to on-the-job 
learning and development, however, this improvement is not significant. 
Since, the only difference in two groups is administration of training to 
experimental group and no training inputs for control group. Hence, the 
significant improvement of business performance of monthly sale 
per person of experimental group can be attributed to training. 
In this case, null hypotheses 3, 'Ho3: Training will not impact business 
performance of sales and service executives in service industry' is 
rejected. As demonstrated in table 4.11, 4.12 and 4.13, training has 
significantly impacted the business performance of sales executives in 
service industry. 
Thus, alternate hypotheses 3, 'Hi3. Training impacts the 
performance on key business parameters', is accepted 
Graphical Representation of Monthly Sales per Person: 
Graphical representation of monthly sales per person for control group 
and experimental group before training and after training is shown in 
figure 4.5. 
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Figure 4.5: Graphical Representation of Results: Monthly Sales per 
Person - Airtel 
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CORRELATION BETWEEN OUTPUT PARAMETERS 
The shift in all output parameters of knowledge scores, on-the-job skill 
scores and monthly sales per person was found to be significant at 99% 
significance level for the experimental group. Correlation between 
intermediate output parameter of knowledge scores and on-the-job skill 
evaluation scores and final business result of monthly sales per person 
for the experimental group has been calculated to evaluate cause-effect 
relationship between various output parameters. 
Correlation between knowledge scores and skill evaluation scores for 
the experimental group: 
Correlation between knowledge scores and skill evaluation scores for the 
experimental group was calculated, results are as shown in table 4.14: 
Table 4.14: Correlation between knowledge and skill evaluation scores for 
experimental group - Airtel 
Experimental 
Group 
Knowledge Score 
1 % L _ 
Skill Evaluation 
Score (%) 
6 
P.E. 
Pre-Training 35.61 46.5 
Post-Training 80.34 83 
0.92 0.13 
Correlation between knowledge and skill score movement pre-training 
and post-training for experimental group was measured at 0.92. 
Probable error (PE) using the above mentioned formula and was 
measured as 0.02. 
6PE = 0.13 
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Since 6PE < y for knowledge score and skill evaluation scores for 
experimental group, the correlation between knowledge score and 
skill evaluation score is statistically significant. This means that 
change in employee knowledge score is resulting in change in skill 
evaluation score. This can be attributed to improvement in on-the-job 
skill of the employee due to his increased knowledge level. Increase in 
knowledge may have resulted in increased understanding and ability' to 
perform the job at hand, resulting in better on-the-job skill. This 
correlation is evident from table 4.14. Hence, null hypotheses, 'Ho4: On-
the-job skills of sales and service executive will not be significantly 
related to their knowledge' is rejected, and alternate hypotheses 'Hi4: 
On-the-job skills of sales and service executive are significantly related to 
knowledge of executive', is accepted in this case. 
Correlation between knowledge scores and monthly sales per person 
for the experimental group: 
Correlation between knowledge scores and monthly sales per person for 
the experimental group was calculated, results are as shown in table 
4.15. 
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Table 4.15: Correlation between knowledge scores and monthly sales per 
person for experimental group - Airtel 
Experimental 
Group 
Knowledge Score 
(%) 
Sales per Person 
per Month 
Y 6P.E. 
Pre-Training 35.61 19.01 
0.68 0.48 
Post-Training 80.34 44.31 
Correlation between knowledge and monthly sales per person movement 
pre-training and post-training for experimental group is measured at 
0.68. Probable error (PE) was calculated using formula shown above and 
is measured at 0.08. 
6 PB = 0.48 
Since 6PE < y for knowledge score and sales per person per month 
for experimental group, the correlation between knowledge score 
and sales per person per month is statistically significant. This 
means that change in people skill evaluation score is resulting in 
change in monthly sales per person. This can be attributed to 
improvement in business result of monthly sales per person of the 
employee due to his increased knowledge level. Increase in knowledge 
may have resulted in increased understanding and ability to perform the 
job at hand, resulting in better performance on-the-job and increased 
productivity in terms of monthly sales. This correlation is evident from 
table 4.15. Hence, null hypotheses, 'Ho5: Performance on business 
parameters of sales and service executive will not be significantly related 
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to their knowledge' is rejected and alternate hypotheses 'Hi 5. 
Performance on business parameters of sales and service executives is 
significantly related to their knowledge' is accepted in this case. 
Correlation between skill evaluation scores and monthly sales per 
person for the experimental group 
Correlation between skill evaluation scores and sales per person per 
month for the experimental group was calculated, results are as shown 
in table 4.16. 
Table 4.16: Correlation between skill evaluation scores and monthly 
sales per person for experimental group - Airtel 
Control Group 
Skill Evaluation 
Score 
(%) 
Sales per Person 
per Month Y 6 P.E. 
Pre-Training 46.5 19.01 0.64 0.54 
Post-Training 83 44.31 
Correlation between skill evaluation score and average sales per person 
per month movement pre-training and post-training for experimental 
group measured at 0.64. 
Probable error (PE) was calculated using formula shown above and is 
measured at 0.09. 
6 PE = 0.54. 
Since 6PE < y for skill evaluation score and sales per person per 
month for experimental group, the correlation between skill 
evaluation score and sales per person per month is statistically 
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significant. This means that change in people skill evaluation score 
is resulting in change in monthly sales per person. This can be 
attributed to improvement in business result of monthly sales per person 
of the employee due to employee increased on-the-job skill level. Increase 
in on-the-job skill may have resulted in increase in employee ability to 
perform the job at hand, effective selling in this case, resulting in better 
perfonnance on-the-job and increased productivity in terms of monthly 
sales. This correlation is evident from table 4.16. Hence, null hypotheses, 
'Ho6: Performance on business parameters of sales and service executive 
will not be significantly related to their on-the-job skills' is rejected and 
alternate hypotheses 'Hi6. Performance on business parameters of sales 
and service executives is significantly related to their on-the-job skill' is 
accepted in this case. 
CONCLUSION 
The control group and experimental group are clearly identified and 
divided physically. The only difference was administration of training to 
experimental group, which was absent in control group. The output 
parameters of training were evaluated in terms of knowledge scores and 
skill evaluation scores, which can be primarily influenced by training 
inputs. The correlation of these outputs was evaluated between 
knowledge scores and skill evaluation scores with the ultimate business 
objective of monthly sales per person. 
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The data clearly demonstrates that there is significant improvement in 
intermediate parameters of knowledge scores (table 4.4) and skill 
evaluation score (table 4.8) and business results of monthly sales per 
person (4.12) for the experimental group at 99% significance level. 
Also, there exists significant correlation for the experimental group 
between 
• Knowledge scores and skill evaluation scores (table 4.14) 
• Knowledge scores and ultimate business results of sales per 
person per month (table 4.15) 
• Skill evaluation scores and sales per person per month (table 
4.16) 
Whereas, in case of control group there is no significant improvement in 
intermediate results (knowledge (table 4.5) and skill scores (table 4.9)) 
and final business result (sales per person per month) (table 4.13). 
This demonstrates that in case of experimental group the pace of 
learning has increased, which is demonstrates the impact of 
training on business critical results of sales. 
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CHAPTER V 
Organization 2: BSES Limited 
Organizational Overview 
BSES/Reliance Energy Limited: Powering Progress, Energizing the 
Economy: BSES, is the first private power distribution company formed 
in 1929 earlier known as Bombay Suburban Electric Supply Company. 
BSES is India's leading integrated power utility company in the private 
sector. It has a significant presence in generation, transmission and 
distribution of power in Maharashtra, Goa and Andhra Pradesh. 
With the ushering in of the power sector reforms and in the new 
environment of opportunity for the power sector, BSES is a key player in 
this transformation process. REL and its affiliate power companies rank 
among the top 25 listed private sector companies on major financial 
parameters. Figure 5.1 shows REL presence in India. 
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Figure 5.1: REL Presence in India 
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BSES/REL is committed to creating superior value for all its 
stakeholders and is amongst the most admired and trusted utility 
companies in the world by setting new benchmarks in standards of 
corporate governance, operational and financial excellence, responsible 
corporate citizenship and profitable growth. 
Some recognitions received by BSES are: 
• Rajiv Gandhi National Quality Award 2001 (Certificate of Merit) for 
providing quality and excellence in every aspect of its functioning, 
• Qimpro Bench Mark Award - 2003 (Certificate of Merit) for providing 
quality and excellence in every aspect of its functionality. 
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Electricity Distribution Companies of Delhi 
Following the privatisation of Delhi's power sector and unbundling of the 
Delhi Vidyut Board in July 2002, the business of power distribution was 
transferred to BSES Yamuna Power Limited (BYPL) and BSES Rajdhani 
Power Limited (BRPL). These two of the three successor entities 
distribute electricity to 18.79 lakh customers in two thirds of Delhi. The 
Company acquired assets, liabilities, proceedings and personnel of the 
Delhi Vidyut Board as per the terms and conditions contained in the 
Transfer Scheme. 
BSES Yamuna Power Limited (BYPL): BYPL distributes power to an area 
spread over 160 sq kms with a population density of 4203 per sq km. It's 
8.52 lakh customers are spread over 14 districts across Central and East 
areas including Chandni Chowk, Daryaganj, Paharganj, Shankar Road, 
Patel Nagar, G T Road, Karkardooma, Krishna Nagar, Laxmi Nagar, 
Mayur Vihar, Yamuna Vihar, Nand Nagri and Karawal Nagar. 
BSES Rajdhani Power Limited (BRPL): BRPL distributes power to an area 
spread over 750 km with a population density of 1360 per sq km. Its' 
over 10.27 lakh customers are spread 19 districts across South and West 
areas including Alaknanda, Khanpur, Vasant Kunj, Saket, Nehru Place, 
Nizamuddn, Sarita Vihar, Hauz Khas, R K Puram, Janakpuri, 
Najafgargh, Nangloi, Mundka, Punjabi Bagh, Tagore Garden, Vikas Puri, 
Palam and Dwarka. 
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Since taking over distribution, BSES' singular mission has been to 
provide reliable and quality electricity supply. BSES has invested over Rs 
2000 crore on upgrading and augmenting the infrastructure which has 
resulted in a record reduction of AT8BC losses. From a high of 63.1 % and 
51.2 %, AT85C losses for BYPL and BRPL have come down to 43.6 % and 
35.2 respectively - a record reduction of 19.5 % and 16.3 %. 
BSES - Customer Sennce Structure: To register and resolve customer 
complaints, BSES has a centralized call centre. This study focuses on 
effectiveness of service provided by executives at BSES call centre and 
customer satisfaction from their transaction with BSES call centre. 
BSES Call Centre: BSES has separate and dedicated numbers for BRPL 
and BYPL. Both call centres are located in same premise. Organization 
structure of BSES is shown in figure 5.2. 
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Figure 5.2: Organization Structure - BSES Call Centre 
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SAMPLING 
Call centre executives from BSES call centre were taken as sample. BSES 
has two divisions BSES Rajdhani Private Limited (BRPL) and BSES 
Yamuna Private Limited (BYPL), BRPL has been selected for this study by 
simple random sampling (draw of lots). All call centre executives working 
with BRPL has been selected as universe; of the universe of 50 executives 
with four supervisors in BRPL, all executives working with two 
supervisors are selected as experimental group through simple random 
sampling (draw of lots) and other two supen/isors are taken as control 
group. Two supervisors with 24 executives were taken as experimental 
group and other two supervisors with 26 executives were taken as 
control group. 
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Experimental Group Selection: Executives working with two supervisors 
have been selected through random selection. This selection was done by 
writing names of all supervisors on chits and selecting 2 chits randomly, 
without looking and without replacement. Total number of executives 
with these two supervisors was 24 (twenty-four). 
Control Group Selection: After selection of experimental group, executives 
working with other two supervisors became control group. Total number 
of executives with these two supervisors was 26 (twenty-six). 
Details of number of executives in experimental group, control group and 
universe are given in table 5.1. 
Table 5.1: Sample Size - BSES 
Group No. of Supervisors No. of Executives 
Experimental Group 2 24 
Control Group 2 26 
Universe 4 50 
Key Result Areas of Call Centre Executives: Call Centre is a key customer 
contact point for BSES, where customers call to register their 
complaints, and log their request with BSES. Key deliverable of call 
centre executives: 
• Handle customer calls and register customer complaints and 
requests 
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• Give customer information, if available regarding their 
complaint/request 
• Ensure customer satisfaction 
Objective of Study: 
Keeping in mind the key deliverable at call centre objective of study was 
defined as 
• To evaluate, if training of call centre executives on effective 
customer handling skills influences the business critical parameter 
of level of customer satisfaction with call centre. 
Training Initiative: 
Keeping in mind the objective, a comprehensive training program was 
developed to deliver training to experimental group. This included 
• Training need analysis 
• Training content development 
• Defining effectiveness measures 
• Training delivery 
o Classroom training 
• Training evaluation 
Training evaluation of experimental group was done in line with 
Kirkpatrick Model of training evaluation. 
• Level 1: Reaction - Did the participants like the training? 
o Class room training feedback is taken immediately after the 
training from the participant, did they like the training? 
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Since, this is only participant reaction to training and does 
not evaluate any change in behaviour or business results, 
reaction feedback and its implications are not been analysed 
in this study. 
• Level 2: Learning - Did the participants learn something in the 
training? 
o An evaluation was conducted using role-plays to evaluate 
what the participants learn from the training. 
• Level 3: Behamour - Did the participants apply what they learned 
in the training back on the job? 
o Skill evaluation of participants on the job was conducted to 
evaluate the change in behaviour, as per skill evaluation 
matrix. 
• Level 4: Results - Did the participants' application on the job 
impact the organization? 
o Customer satisfaction, measured through instant customer 
engagement process is considered to evaluate if the 
application of skills learned on the job has impacted the 
organization in form of any improvement in customer 
satisfaction scores. 
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Level 2 , 3 and 4 evaluations are done by collecting pre-training and post-
training da t a in following areas and its statistical analysis: 
• Knowledge scores 
• Skill scores 
• Result score /Cus tomer satisfaction score 
Knowledge Scores 
Knowledge scores are evaluated th rough role-play evaluation for 
executives from experimental group. This test included cus tomer 
handl ing skills of executives. Role-play are evaluated the skill evaluation 
sheet u s e d a t BSES. Results of knowledge test are given below: 
Pre-Training Knowledge Score Comparison - Experimental Group vs 
Control Group 
Table 5.2: Pre-training Knowledge Score Comparison - Experimental 
Group vs Control Group - BSES 
Mean 
knowledge 
score 
Pre-training 
(%) 
o (Standard 
Deviation) of 
knowledge 
scores 
Pre-Training 
Pre-Training 
Knowledge 
Scores 
Difference of 
Means 
(D) 
t-
critical 
at 99% 
Experimental 
Group 39.04 18.77 
Control 
Group 
-3.53 0.51 
42.57 17.46 
3.012 
Comparison of pre-training knowledge scores for experimental group and 
control group is shown in table 5.2. This comparison shows that , while 
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the average pre-training knowledge score for experimental group is 
39.04%, the average pre-training knowledge score for control group is 
42.57%. The difference of means shows that pre-training average scores 
for control group are higher by 3.53%, when compared to pre-training 
knowledge scores for the experimental group. This may be due to higher 
knowledge level of control group employees as compared to experimental 
group employees. 
't' is calculated by formula, 
t = {Ml-M2)/V(((ol*ol)/(nl-l))+ ((o2*o2)/(n2-l)))* (1-(Y*Y)) 
In this case, since the samples are independent, the value of Y=0 
t = 0.67 
t score of 0.67 is less than t-critical value of 2.16 at 95% significance 
(0.05) level and t-critical value of 3.012 at 99% significance (0.01) level. 
This means that even though the average knowledge score for control 
group employees is higher than average knowledge score of experimental 
group employees, this difference is not significant at 99% significance 
level. Hence, both experimental group and control group employees can 
be considered as statistically equal, when compared with respect to their 
knowledge scores. 
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Post-Training Knowledge Scores 
Table 5.3: Post-training Knowledge Scores - BSES 
Mean knowledge 
score 
Post'training (%) 
a (Standard 
Deviation) of 
knowledge 
scores 
Post-Training 
Post-Training 
Knowledge 
Scores 
Difference of 
Means 
Experimental 
Group 76.29 16.3 31.98 
Control Group 44.31 13.89 
Comparison of post-training knowledge scores for experimental group 
and control group is shown in table 5.3. This comparison shows that, 
while the average post-training knowledge score for experimental group 
is 76.29%, the average post-training knowledge score for control group is 
44.31%. The difference of means shows that post-training average scores 
for experimental group are higher by 31.98%, when compared to post-
training knowledge scores for the control group. 
This demonstrates movement of difference of means for knowledge scores 
by 35.51%, post-training in favour of the experimental group. Since, 
same evaluation was conducted for both experimental group and control 
group employees, after similar time durations, higher increase in 
knowledge level among experimental group employees as compared to 
control group employees may be attributed to training, which has been 
provided to experimental group employees only. 
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Experimental Group Knowledge Scores 
Table 5.4: Experimental Group Knowledge Scores - BSES 
Experimental 
Group 
Mean 
Knowledge 
Score (%) 
a (Standard 
Deviation) of 
knowledge 
scores 
Knowledge 
Scores 
Difference of 
Means 
ID) 
t 
t-
critical 
at 99% 
Pre-Training 39.04 18.77 
37.25 7.87 3.012 Post-
Training 76.29 16.3 
Experimental group knowledge scores are shown in table 5.4. This shows 
that for the experimental group of 24 executives, average pre-training 
knowledge score was 39.04% with standard deviation of 18.77. Post-
training average knowledge score for experimental group has increased to 
76.29% with standard deviation of 16.3. Difference of means is 37.25%. 
Average knowledge scores for experimental group, pre-training and post-
training has improved by 95.41%. This shows that there is substantial 
improvement in knowledge scores of experimental group employees post 
training. 
Value of t for pre-training knowledge score and post-training knowledge 
score for experimental group is 7.87. This is greater than t-criticai value 
of 3.012 at 99% significance (0.01) level. Hence, when compared with 
pre-training knowledge scores, there is significant improvement in 
knowledge scores after the training for the experimental group. This 
demonstrates that training has resulted in enhance knowledge level ft)r 
experimental group employees. 
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Control Group Knowledge Scores 
Table 5.5: Control Group Knowledge Scores - BSES 
Control 
Group 
Mean 
Knowledge 
Score (%) 
a (Standard 
Deviation) of 
knowledge 
scores 
Knowledge Scores 
Difference of 
Means 
(D) 
T 
t-
critical 
at 99% 
Pre-
Training 
42.57 17.46 
1.74 0.40 3.012 
Post-
Training 
44.31 13.89 
Control group knowledge scores are shown in table 5.5. This shows that 
for the control group of 26 executives, average pre-training knowledge 
score was 42.57% with standard deviation of 17.46. Average knowledge 
score for control group post-training has increased to 44.31% with 
standard deviation of 13.89. Difference of means is 1.74%. 
Average knowledge scores for control group, pre-training and post-
training has improved by 4.07%. This marginal improvement in 
knowledge scores for the control group may be attributed to on-the-job 
learning process by control group employees. 
t=0.40 
Value of t for pre-training knowledge score and post-training knowledge 
score for control group is 0.40. This is lesser than t-critical value of 
3.012 at 99% significance (0.01) level. Hence, when compared with pre-
training knowledge scores, improvement in knowledge scores calculated 
for the control group has not been found as significant. This 
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demonstrates that through the natural process of on-the-job learning, 
improvement in knowledge level of executives is not significant. 
Pre-training knowledge level for both the experimental group and control 
group, was found to be same. Post-training the improvement in 
knowledge scores for experimental group is found to be significant, 
while improvement in knowledge scores for control group is found 
to be not significant at 99% significance (0.01) level. While there is 
improvement in knowledge level of employees due to on-the-job learning 
and development, however, this improvement is not significant. Since, 
the only difference in two groups is administration of training to 
experimental group and no training inputs for control group. Hence, the 
significant improvement of knowledge scores of experimental group 
can be attributed to training. 
In this case, null hypotheses 1, Hoi : Training will not impact the 
knowledge of sales and service executives in service industry' is rejected. 
As demonstrated in table 5.3, 5.4 and 5.5, training has significantly 
impacted the knowledge of sales executives in service industry. 
Thus, alternate hypotheses 1, 'Hil. Training impacts the knowledge of 
the sales and service executives in service industry', is accepted 
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Graphical Representation of Knowledge Scores 
Knowledge scores for both the experimental group and the control group 
evaluated before training and after training can also be shown 
graphically, as in figure 5.3. 
Figure 5.3: Graphical Representation of Knowledge Scores - BSES 
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Skill Evaluation Scores 
Skill scores were evaluated on the basis of skill assessment sheet used 
by BSES at their call centre. Skill evaluations were done by a single 
observer to ensure consistency in evaluation. These assessments were 
done prior to training and 2 months post-training in a time slot of 2 
weeks. Three calls of each executive were listened and evaluated and 
final scores were average scores of 3 calls. Executives from both 
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experimental group and control group were observed on defined 
template. 
Results of skill evaluation test are given below in table: 
Pre-Training Skill Ehraluation Score Comparison: Experimental 
Group vs Control Group 
Table 5.6: Pre-training Skill Evaluation Score Comparison: 
Group vs Control Group - BSES 
Experimental 
Mean skill 
evaluation 
score 
Pre-training 
(%) 
a (Standard 
Deviation) of 
skill 
evaluation 
scores 
Pre-Training 
Pre-Training 
skiU 
evaluation 
scores 
Difference of 
Means 
ID) 
t 
t-
critical 
at 99% 
Experimental 
Group 34.52 0.14 
- 1.85 0.51 3.012 Control 
Group 36.67 0.11 
Comparison of pre-training skill evaluation scores for experimental group 
and control group is shown in table 5.6. This comparison shows that, 
while the average pre-training skill evaluation score for experimental 
group is 34.52%, the average pre-training skill evaluation score for 
control group is 36.37%. The difference of means shows that pre-training 
average scores for control group are higher by 1.85%, when compared to 
pre-training skill evaluation scores for the experimental group. This may 
be due to higher on-the-job skill level of control group employees as 
compared to experimental group employees. 
t = 0.51 
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t score of 0.51 is less than t-critical value of 3.012 at 99% significance 
(0.01) level. This means that even though the average skill evaluation 
score for control group employees is higher than average skill evaluation 
score of experimental group employees, this difference is not significant 
at 99% significance level. Hence, both experimental group and control 
group employees can be considered as statistically equal, when 
compared with respect to their skill evaluation scores. 
Post-Training Skill Evaluation Scores 
Table 5.7: Post-training Skill Evaluation Scores - BSES 
Mean skill 
evaluation score 
Post-training (%) 
a (Standard 
Deviation) of 
skill evaluation 
scores 
Post-Training 
Post-Training 
skill evaluation 
scores 
Difference of 
Means 
(D) 
Ebcperimental 
Group 
63.33 0.11 
24.76 
Control Group 38.57 0.11 
Comparison of post-training skill evaluation scores for experimental 
group and control group is shown in table 5.7. This comparison shows 
that, while the average post-training skill evaluation score for 
experimental group is 63.33%, the average post-training skill evaluation 
score for control group is 38.57%. The difference of means shows that 
post-training average scores for experimental group are higher by 
24.76%, when compared to post-training skill evaluation scores for the 
control group. 
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This demonstrates movement of difference of means for skill evaluation 
scores by 26.61%, post-training in favour of the experimental group. 
This demonstrates movement of difference of means for knowledge scores 
by 35.51%, post-training in favour of the experimental group. Since, 
same evaluation was conducted for both experimental group and control 
group employees, after similar time durations, higher increase in on-the-
job skill evaluation score among experimental group employees as 
compared to control group employees may be attributed to training, 
which has been provided to experimental group employees only. 
Experimental Group Skill Ehraluation Scores 
Table 5.8: Experimental Group Skill Evaluation Scores - BSES 
Experimental 
Group 
Mean Skill 
Evaluation 
Score (%) 
o (Standard 
Deviation) of 
Skill 
Evaluation 
Scores 
Skill Evaluation 
Scores 
Difference of 
Means 
(D) 
critical 
at 99% 
Pre-Training 34.52 0.14 
Post-
Training 63.33 0.11 
28.81 11.18 3.012 
Experimental group skill evaluation scores are shown in table 5.8. This 
shows that for the experimental group of 24 executives, average pre-
training skill evaluation score was 34.52% with standard deviation of 
0.14. Post-training average skill evaluation score for experimental group 
post-training has increased to 63.33% with standard deviation of 0.11. 
Difference of means, D = 28.81%. This shows that there is substantial 
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improvement in on-the-job skill evaluation scores of experimental group 
employees post-training. 
Average skill evaluation scores for experimental group, pre-training and 
post-training has improved by 83.45%. 
Value of t for pre-training skill evaluation score and post-training skill 
evaluation score for experimental group is 11.18. This is greater than t-
critical value of 2.16 at 95% significance (0.05) level and t-critical value 
of 3.012 at 99% significance (0.01) level. Hence, when compared with 
pre-training knowledge scores, there is significant improvement in on-
the-job skill evaluation scores after the training for the experimental 
group. This demonstrates that training has resulted in increased on-the-
job skill level for experimental group employees. 
Control Group Skill E>valuation Scores 
Table 5.9: Control Group Skill Evaluation Scores - BSES 
Control 
Group 
Mean Skill 
Evaluation 
Score(%) 
a (Standard 
Deviation) of 
SkiU 
E>iraluation 
Scores 
Skill Eivaluation 
Scores 
Difference of 
Means 
(D) 
t 
t-
critical 
at 99% 
Pre-
Training 36.37 0.11 2.20 1.56 3.012 
Post-
Training 38.57 0.11 
Control group skill evaluation scores are shown in table 5.9. This shows 
that for the control group of 26 executives, average pre-training skill 
evaluation score was 36.37% with standard deviation of 0.11. Average 
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skill evaluation score for control group post-training has increased to 
38.57% with standard deviation of 0.11. Difference of means, D = 2.20 
Average skill evaluation scores for control group, pre-training and post-
training has improved by 6.04%. This marginal improvement in on-the-
job skill evaluation scores for the control group may be attributed to on-
the-job learning process by control group employees. 
t = 1.56 
Value of t for pre-training skill evaluation score and post-training skill 
evaluation score for control group is 1.56. This is lesser than t-critical 
value of 3.012 at 99% significance (0.01) level. Hence, when compared 
with pre-training on-the-job skill evaluation scores, improvement in skill 
evaluation scores calculated for the control group has not been found as 
significant. This demonstrates that through the natural process of on-
the-job learning, improvement in on-the-job skill level of executives is not 
significant. 
Pre-training on-the-job skill level for both the experimental group and 
control group, was found to be same. Post-training the improvement in 
on-the-job skill evaluation scores for experimental group is found to 
be significant, while improvement in on-the-job skill evaluation 
scores for control group is found to be not significant at 99% 
significance (0.01) level. While there is improvement in on-the-job skill 
level of employees due to on-the-job learning and development, however, 
this improvement is not significant. Since, the only difference in two 
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groups is administration of training to experimental group and no 
training inputs for control group. Hence, the significant improvement 
of on-the-job skill evaluation scores of experimental group can be 
attributed to training. 
In this case, null hypotheses 2, 'Ho2: Training will not impact on-the-job 
skill of sales and service executives in service industry' is rejected. As 
demonstrated in table 5.7, 5.8 and 5.9, training has significantly 
impacted on-the-job skills of service executives in service industry. 
Thus, alternate hypotheses 2, 'Hi2. Training impacts on-the-job skills of 
the sales and service executives in service industry', is accepted 
Graphical Representation of Skill Evaluation Scores 
Skill evaluation scores for both the experimental group and the control 
group evaluated before training and after training can also be shown 
graphically, as in figure 5.4. 
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Figure 5.4: Graphical Representation of Skill Evaluation Scores - BSES 
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Result Evaluation 
Business results were evaluated in terms of customer satisfaction score, 
measured through percentage of customers have rated the interaction 
with executive as very good or excellent on a '5' point scale. This is also 
called at BSES as score of 'top two boxes' to measure customer delight. 
Customer satisfaction scores were provided by BSES, through their 
tracking software. Since, customer satisfaction may also be impacted by 
number of attributes, not only on an interaction with executive, one week 
data of customer responses has been taken for this study. During this 
period there was no noticeable reason like power grid failure was there to 
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impact customer perception. Customer satisfaction figures, top two box 
score are given in table below: 
Pre-Training Customer Satisfaction Figures - Experimental Group vs 
Control Group 
Table 5.10: Pre-training Customer Satisfaction Scores Compar 
Experimental Group vs Control Group - BSES 
ison: 
Pre-Training Average o (Standard Pre-Training 
Scores Customers Deviation) of Customer t-
Rating in Customer Rating t critica.1 
Top Two Box Rating Difference of 
Means 
(D) 
at 99% 
Experimental 40.33 15.97 
Group 
-1 SO 0 38 "^012 
Control 41.83 10.01 
Group 
Comparison of pre-training customer satisfaction scores for experimental 
group and control group is shown in table 26. This comparison shows 
that, while the average customer satisfaction score, rating in top two box 
for experimental group pre-training is 40.33%, the average customer 
satisfaction score, rating in top two box for control group pre-training is 
41.83%. The difference of means shows that pre-training score for 
control group are higher by 1.50%, when compared to pre-training scores 
for the experimental group. This may be due to better on-the-job 
performance by control group employees as compared to experimental 
group employees, 
t = 0.38 
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t score of 0.38 is less than t-critical value of 2.16 at 95% significance 
(0.05) level and t-critical value of 3.012 at 99% significance (0.01) level. 
This means that even though the average customer satisfaction score for 
control group employees is higher than average customer satisfaction 
score of experimental group employees, this difference is not significant 
at 99% significance level. Hence, both experimental group and control 
group employees can be considered as statistically equal, when 
compared with respect to their business performance of average 
customer satisfaction score. 
Post-Training Customer Satisfaction Figures - Experimental Group 
vs Control Group 
Table 5.11: Post-training: Customer Satisfaction Scores Comparison -
Experimental Group vs Control Group - BSES 
Post-Training 
Scores 
Average 
Customers 
Rating in Top 
Two Box (%) 
o (Standard 
Deviation) of 
Customer Rating 
Pre-Training 
Customer Rating 
Difference of 
Means 
Experimental 
Group 49.86 13.84 6.39 
Control Group 43.47 11.13 
Comparison of post-training customer satisfaction scores for 
experimental group and control group is shown in table 5.11. This 
comparison shows that, while the average customer satisfaction score, 
rating in top two box for experimental group post-training is 49.86%, the 
average customer satisfaction score, rating in top two box for control 
group post-training is 43.47%. The difference of means shows that post 
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t raining score for experimental group are higher by 6.39%, when 
compared to post- training scores for the control group. 
This demons t ra tes movement of difference of m e a n s for cus tomer 
satisfaction scores, percentage of cus tomers rating in top two boxes in 
7.89%, post- training in favour of the experimental group. Since, bus iness 
resul t of cus tomer satisfaction scores was evaluated for both 
experimental group and control group employees, dur ing same time 
dura t ion; steeper increase in cus tomer satisfaction score among 
experimental group employees a s compared to control group employees 
may be a t t r ibuted to training, which h a s been provided to experimental 
group employees only. 
Experimental Group Customer Satisfact ion Figures - Percentage of 
Customers rating in top two box 
Table 5.12: Experimental Group - Cus tomer Satisfaction Scores - BSES 
Experimental 
Group 
Average 
Customers 
Rating in 
Top Two 
Box (%) 
o (Standard 
Deviation) 
of Customer 
Rating 
Difference of 
Means - Average 
Customer 
Rating 
(D) 
t-
critical 
at 99% 
Pre-Training 40.33 15.97 
Post-
Training 
49.86 13.84 9.53 3.50 3.012 
Experimental group cus tomer satisfaction scores are shown in table 
5.12. This shows tha t for the experimental group of 24 executives, 
average percentage of cus tomers rating executives in top-two box pre-
training was 40.33 with s tandard deviation of 15.97. Post-training 
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customer rating in top two boxes for experimental group post-training 
has increased to 49.86% with standard deviation of 13.84. Difference of 
means, D = 9.53%. This shows that there is substantial improvement in 
customer satisfaction scores of experimental group employees post-
training. 
Average customer rating in top two boxes for experimental group, pre-
training and post-training has improved by 23.63%. 
t = 3.50 
Value of t for pre-training customer satisfaction score and post-traming 
customer satisfaction score for experimental group is 3.50. This is 
greater than t-critical value of 3.012 at 99% significance (0.01) level. 
Hence, when compared with pre-training customer satisfaction scores, 
there is significant improvement in customer satisfaction scores after the 
training for the experimental group. This demonstrates that training has 
resulted in enhance customer satisfaction scores for experimental group 
employees. 
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Control Group Customer Satisfaction Figures - Percentage of 
Customers rating in top two box 
Table 5.13: Control Group: Customer Satisfaction Scores - BSES 
Control 
Group 
Average 
Customers 
Rating in 
Top Two 
Box (%) 
o (Standard 
Deviation) of 
Customer 
Rating 
Difference of 
Means - Average 
Customer Rating 
(D) 
t 
t-
critical 
at 99% 
Pre-
Training 41.83 10.01 1.64 0.38 3.012 
Post-
Training 43.47 11.13 
Control group customer satisfaction scores are shown in table 5.13. This 
shows that for the control group of 26 executives, average percentage of 
customers rating executives in top-two box pre-training was 41.83 with 
standard deviation of 10.01. Customer rating in top two boxes for control 
group post-training has increased to 43.47% with standard deviation of 
11.13. Difference of means, D = 1.64 
Average customer rating in top two boxes for control group, pre-training 
and post-training has improved by 3.92%. This marginal improvement in 
customer satisfaction scores for the control group may be attributed to 
on-the-job learning process by control group employees leading to their 
improved performance or some extraneous factor, 
t = 0.38 
Value of t for pre-training and post-training customer satisfaction score 
for control group is 0.38. This is lesser than t-critical value of 3.012 at 
99% significance (0.01) level. Hence, when compared with pre-training 
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customer satisfaction score, improvement in customer satisfaction score 
calculated for the control group has not been found as significant. This 
demonstrates that through the natural process of on-the-job learning, 
improvement in business performance in terms of customer satisfaction 
score of executives is not significant. 
Pre-training business performance of customer satisfaction score for 
both the experimental group and control group was found to be same 
Post-training the improvement in business performance of customer 
satisfaction score for experimental group is found to be significant, 
while improvement in business performance for control group is 
found to be not significant at 99% significance (0.01) level. While 
there is improvement in business performance of employees due to on-
the-job learning and development, however, this improvement is not 
significant. Since, the only difference in two groups is administration of 
training to experimental group and no training inputs for control group. 
Hence, the significant improvement of business performance of 
customer satisfaction score of experimental group can be attributed 
to training. 
In this case, null hypotheses 3, 'Ho3: Training will not impact business 
performance of sales and service executives in service industry' is 
rejected. As demonstrated in table 5.11, 5.12 and 5.13, training has 
significantly impacted the business performance of service executives in 
service industry. 
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Thus, alternate hypotheses 3, 'Hi3. Training impacts the performance on 
key business parameters', is accepted 
Graphical Representation of Customer Satisfaction Scores 
Customer satisfaction scores for both the experimental group and the 
control group evaluated before training and after training are shown in 
figure 5.5. 
Figure 5.5: Graphical Representation of Results: Customer Satisfaction 
Score - BSES 
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CORRELATION BETWEEN OUTPUT PARAMETERS 
The shift in all output parameters of knowledge scores, on-the-job skill 
scores and monthly sales per person was found to be significant at 99% 
significance level for the experimental group. Correlation between 
intermediate output parameter of knowledge scores and on-the-job skill 
evaluation scores and final business result of customer satisfaction score 
for the experimental group has been calculated to evaluate cause-effect 
relationship between various output parameters. 
Correlation between knowledge scores and on-the-job skill 
evaluation scores 
Correlation between knowledge scores and skill evaluation scores for the 
experimental group was calculated, as shown in table 5.14. 
Table 5.14: Correlation between knowledge and skill evaluation scores for 
experimental group - BSES 
Experimental 
Group 
Knowledge Score Skill Evaluation 
Score(%) 6P.E. 
Pre-Training 39.04 34.52 
Post-Training 76.29 63.33 
0.65 0.48 
Correlation between knowledge and skill score movement pre-training 
and post-training for experimental group was measured at 0.65. 
Probable error was calculated using following formula: 
P.E.Y = 0.6745 ((1-(Y*Y))/Vn) 
Probable error (PE) was measured at 0.08. 
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6 PE = 0.48. 
Since 6PE < y for knowledge score and skill evaluation scores for 
experimental group, the correlation between knowledge score and skill 
evaluation score is statistically significant. This can be at t r ibuted to 
improvement in on-the-job skill of the employee due to his increased 
knowledge level. Increase in knowledge may have resul ted in increased 
unde r s t and ing and ability to perform the job at hand , result ing in better 
on-the-job skill. This correlation is evident from table 5.14. Hence, null 
hypotheses , TIo4: On-the-job skills of sales and service executive will not 
be significantly related to their knowledge' is rejected and al ternate 
hypotheses Hi'^. On-the-job skills of sales and service executive are 
significantly related to knowledge of executive', is accepted in this case. 
Correlation be tween knowledge scores and cus tomer sat is fact ion 
score for the experimental group 
Correlation between knowledge scores and customer satisfaction score, 
percentage of cus tomers rated the call in top two box for the 
experimental group was calculated, a s shown in table 5.15. 
Table 5.15: Correlation between knowledge scores and cus tomer 
satisfaction scores for experimental group - BSES 
Experimental 
Group 
Knowledge 
Score 
(%) 
Average 
Customers 
Rating in Top 
Two Box (%) 
6P .E . 
Pre-Training 39.04 40.33 0.30 0.75 
Post-Training 76.29 49.86 
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Correlation between knowledge and customer satisfaction scores, that is 
average percentage of customers rated in top two boxes for experimental 
group was measured at 0.30. 
Probable error (PE) was calculated using formula shown above and is 
measured at 0.12. 
6 P E = 0.75. 
Since 6PE > y for knowledge score and customer satisfaction scores for 
control group, the correlation between knowledge score and customer 
satisfaction score is not statistically significant. Customer satisfaction 
rating is the resultant of customer perception of interaction with 
employee. While employee knowledge may have increased substantially, 
as is evident from table 5.4, this has not led to similar increase in 
customer satisfaction scores. This may be attributed to lag between 
improvement in employee knowledge and improvement in employee on-
the-job skill level. Thus while there is improvement is intermediate 
output parameter of employee knowledge and employee on-the-job skill 
and final outcome of business parameter of customer satisfaction score, 
however, improvement in business parameter has not been as significant 
as in case of employee knowledge. This correlation may improve, with 
increased employee ability to implement the knowledge in real work 
environment. This is evident from table 5.15. Hence, null hypotheses, 
lioS: Performance on business parameters of sales and service executive 
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will not be significantly related to their knowledge' is accepted in this 
case. 
Correlation between skill evaluation scores and customer 
satisfaction score for the experimental group 
Correlation between skill evaluation scores and customer satisfaction 
score, percentage of customers rated the call in top two box for the 
experimental group was calculated, as shown in table 5.16. 
Table 5.16: Correlation between skill evaluation scores and customer 
satisfaction scores for experimental group - BSES 
Ebcperimental 
Group 
Skill Evaluation 
Score 
(%) 
Average 
Customers 
Rating in Top 
Two Box (%) 
6P.E. 
Pre-Training 34.52 40.33 
Post-Training 63.33 49.86 
0.70 0.41 
Correlation between skill evaluation score and customer satisfaction 
scores, which is average percentage of customers rated in top two boxes 
for experimental group was measured at 0.70. 
Probable error (PE) was calculated using formula shown above and is 
measured at 0.068. 
6 P E = 0.41. 
Since 6PE < y for skill evaluation score and customer satisfaction scores 
for control group, the correlation between skill evaluation score and 
customer satisfaction score is found to be statistically significant. This 
can be attributed to improvement in business result of customer 
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satisfaction score for the employee due to increased on-the-job skill level 
of the employee. Increase in on-the-job skill may have resulted in 
increase in employee ability to perform the job at hand, effective 
customer handling in this case, resulting in better performance on-the-
job and increased productivity in terms of customer satisfaction scores. 
This correlation is evident from table 5.16. Hence, null hypotheses, 'Ho6: 
Performance on business parameters of sales and service executive will 
not be significantly related to their on-the-job skills' is rejected and 
alternate hypotheses liiG: Performance on business parameters of sales 
and service executives is significantly related to their on-the-job skill' is 
accepted in this case. 
CONCLUSION 
The control group and experimental group are clearly segregated, as they 
had different supervisors, though sitting at same location. Only 
difference between control group and experimental group was 
administration of training to experimental group, which was absent in 
control group. The output parameters of training at intermediate stage 
were evaluated in terms of knowledge scores and skill evaluation scores, 
which can be primarily influenced by training inputs. The correlation of 
these output parameters was calculated between knowledge scores and 
skill evaluation scores with the ultimate business objective of customer 
satisfaction score, percentage of customers rated the call in top two box. 
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The data clearly demonstrate that there is a significant improvement in 
intermediate results of training i.e. knowledge scores (table 5.4) and skill 
evaluation scores (table 5.8) for the experimental group. However, the 
improvement in case of control group for knowledge scores (table 5.5) 
and skill evaluation scores (table 5.9) is not statistically significant. Data 
further shows that there has been significant change in ultimate 
business critical parameter of customer satisfaction score (table 5.12) for 
experimental group, while the change in customer satisfaction score 
(table 5.13) for control group is not significant. This improvement in 
intermediate results of knowledge score and skill evaluation score and 
ultimate result of customer satisfaction score can be attributed to 
training, which is the only difference in two groups. 
The data also clearly demonstrates that there is significant correlation 
between intermediate parameters of knowledge scores and skill 
evaluation score (table 5.14) and skill evaluation scores and business 
result of customer satisfaction score (table 5.16) for the experimental 
group. Hence, in this organization, the linkage between training and 
intermediate results of knowledge and skill evaluation scores and skill 
evaluation score and business result of customer satisfaction score is 
established. 
However, the linkage between intermediate result of knowledge score and 
ultimate business critical parameter of customer satisfaction (table 5.15) 
could not be established clearly, i.e. change in knowledge of employee 
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may not necessarily result in change in improvement of business 
performance. 
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Chapter-VI 
CONCLUSIONS AND IMPLICATIONS 
This chapter deals with the major findings and conclusions of the study 
with respect to the hypotheses that the investigator started with. It also 
deals with working out of educational implications of the findings. Any 
meaningful research effort must ultimately plough back research 
findings into the professional and thereby enrich it, as well as make it 
more responsive to the needs of its target population. Thus in this 
chapter, investigator attempts to follow a two-pronged approach i.e. link 
the present findings with past experience and also make future 
inferences. 
HYPOTHESES RESTATED 
The importance of hypotheses in a research study is that:-
• They act as the questions to which, answers or solutions are 
expected to be arrived at through the attempted research. 
• They provide the direction for the design of the study as well as for 
the inception of findings. Without well-defined hypotheses, the 
interpretations and discussions of the findings might lose its focus 
and become tangential to the main viewpoint of the study. 
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So, the investigator deems it fit to restate the hypotheses of the study at 
this juncture, and establish whether they can be retained or rejected 
according to the findings of the study. 
The following null and alternate hypotheses were formulated for realizing 
the objectives of the present study:-
Hol: Training will not impact the knowledge of sales and service 
executives in service industry 
Hi l . Training impacts the knowledge of the sales and service executives 
in service industry 
Ho2: Training will not impact on-the-job skill of sales and service 
executives in service industry 
Hi2. Training impacts on-the-job skills of the sales and service 
executives in service industry 
Ho3: Training will not impact business performance of sales and service 
executives in service industry 
Hi3. Training impacts the performance on key business parameters for 
sales and service executives in service industry 
Ho4: On-the-job skills of sales and service executive will not be 
significantly related to their knowledge 
Hi4. On-the-job skills of sales and service executive are significantly 
related to knowledge of executive 
Ho5: Performance on business parameters of sales and service executive 
will not be significantly related to their knowledge 
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Hi5. Performance on business parameters of sales and service executives 
is significantly related to their knowledge 
Ho6: Performance on business parameters of sales and service executive 
will not be significantly related to their on-the-job skills 
Hi6: Performance on business parameters of sales and service executives 
is significantly related to their on-the-job skill 
DISCUSSION OF THE FINDINGS AND THEIR IMPLICATIONS 
Findings Related To Hypotheses Number 1 
Training impacts the knowledge of the sales and service executives in 
service industry. 
The findings of the present study reveal that in both organizations, there 
has been a positive shift in knowledge scores of executives both in 
control group and experimental group. This positive shift may be 
attributed to passage of time and experience, people ability to learn on 
the job and become proficient their job. Knowledge scores for control 
group and experimental group pre-training and post-training for Airtel 
are shown in table 6.1. 
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Table 6.1: Knowledge Scores for Control Group and Experimental Group 
- Airtel 
Knowledge Scores -
Airtel 
Experimental Group Control Group 
Pre-Training Mean 
Score (Ml) 
35.61 43.18 
Post-Training Mean 
Score (M2) 
80.34 44.35 
Difference of Means 
(D = M2-M1) 
44.73 1.17 
t-value 16.82 0.32 
t-critical at 99% 3.012 3.012 
The above tabulated scores clearly demonstrates that t-value for 
experimental group is 16.82, which is greater than t-critical 3.012 at 
99% significance level. Hence, it can be concluded that there is an 
improvement in the knowledge of experimental group members, as 
improvement in scores is statistically significant at 99% significance 
level, whereas improvement in knowledge scores for control group is 
statistically not significant, as t-value of 0.32 for the control group is less 
than t-critical 3.012 at 99% significance level, (also refer table 4.3, 4.4, 
4.5). 
Knowledge scores for control group and experimental group pre-trainmg 
and post-training for BSES are shown in table 6.2. 
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Table 6.2: Knowledge Scores for Control Group and Experimental Group 
-BSES 
Knowledge Scores -
BSES 
Experimental Group Control Group 
Pre-Training Mean 
Score (Ml) 
39.04 42.57 
Post-Training Mean 
Score (M2) 
79.29 44.31 
Difference of Means 
(D = M2-M1) 
37.25 1.74 
t-value 7.87 0.40 
t-critical at 99% 3.012 3.012 
The above tabulated scores clearly demonstrates that t-value for 
experimental group is 7.87, which is greater than t-critical 3.012 at 99% 
significance level. Hence, it can be concluded that there is an 
improvement in knowledge scores for experimental group members, as 
improvement in scores is statistically significant at 99% significance 
level, whereas improvement in knowledge scores for control group is not 
statistically significant, as t-value of 0.40 for the control group is less 
than t-critical 3.012 at 99% significance level, (also refer table 5.3, 5.4, 
5.5) 
Since, in both organizations, improvement in knowledge scores in case of 
experimental group has been greater than the improvement in knowledge 
scores of control group in similar time frame. Also, the positive shift in 
scores in experimental group has been found to be statistically 
significant in both the organizations even at 99% significance (0.01) level. 
However, shift in knowledge scores of control group in both organizations 
was not found to be significant. 
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Also, there is no other difference in any environmental factors between 
the control group and experimental group, except the training of 
experimental group. This demonstrates that training does help to develop 
knowledge level of executives significantly. 
Thus, the null hypotheses 1, 'Hoi: Training will not impact the 
knowledge of sales and service executives in service industry', is rejected 
and alternate hypotheses 1, 'Hil. Training impacts the knowledge of the 
sales and service executives in service industry' is retained. 
Some other studies have also evaluated the impact of training on 
learning. Study conducted by Singh (2001) of 27 supervisors from 10 
mills, concluded that as compared to control group, learning scores for 
training group has improved significantly, demonstrating, training did 
result in learning. 
Study conducted by Pattanayak (1998), concluded that training 
programs are successful to enhance employees understanding of their 
job requirements and responsibilities (72% of respondents agreed). This 
was also the conclusion of study conducted by Baral, Bhattarai, Thapa, 
Ghimire and Burathoki (1994) that training brought considerable change 
in knowledge and attitude of health worker. 
These studies corroborate this study that training impact the knowledge 
scores of participants. 
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Findings Related To Hypotheses Number 2 
Training impacts on-the-job skills of the sales and service executives in 
service industry. 
The findings of the present study reveal that in both organizations, there 
has been a positive shift in on-the-job skill evaluation scores of 
executives both in control group and experimental group. This positive 
shift may be attributed to passage of time and experience, people ability 
to learn on the job and become proficient their job. On-the-job skill 
evaluation scores for control group and experimental group pre-training 
and post-training for Airtel are shown in table 6.3. 
Table 6.3: On-the-job Skill Evaluation Scores for Control Group and 
Experimental Group - Airtel 
On-the-job SkiU 
Eivaluation Scores -
Airtel 
Experimental Group Control Group 
Pre-Training Mean 
Score (Ml) 
46.5 67.5 
Post-Training Mean 
Score (M2) 
83 71 1 
1 
Difference of Means 
(D = M2-M1) 
36.5 3.5 ...., 
t-value 7.73 0.32 
t-critical at 99% 3.012 3.012 1 
The above tabulated scores clearly demonstrate that t-value for 
experimental group is 7.73, which is greater than t-critical 3.012 at 99% 
significance level. Hence, there is improvement in on-the-job skill 
evaluation score for experimental group members as improvement in 
scores is statistically significant at 99% significance level, whereas 
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improvement in knowledge scores for control group is not statistically 
significant, as t-value of 0.32 for the control group is less than t-critical 
3.012 at 99% significance level, (also refer table 4.7, 4.8, 4.9) 
On-the-job skill evaluation scores for control group and experimental 
group pre-training and post-training for BSES are shown in table 6.4. 
Table 6.4: On-the-job Skill Evaluation Scores for Control Group and 
Experimental Group - BSES 
On-the-job SkiU 
Evaluation Scores -
BSES 
Experimental Group Control Group 
Pre-Training Mean 
Score (Ml) 
34.52 36.37 
Post-Training Mean 
Score (M2) 
63.33 38.57 
Difference of Means 
(D = M2-M1) 
28.81 2.20 
t-value 11.18 1.56 
t-critical at 99% 3.012 3.012 
The above tabulated scores clearly demonstrate that t-value for 
experimental group is 11.18, which is greater than t-critical 3.012 at 
99% significance level. Hence there is improvement in on-the job skill 
evaluation scores for experimental group members as improvement in 
scores is statistically significant at 99% significance level, whereas 
improvement in on-the-job skill evaluation scores for control group is not 
statistically significant, as t-value of 1.56 for the control group is less 
than t-critical 3.012 at 99% significance level, (also refer table 5.7, 5.8, 
5.9) 
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Since, in both organizations, improvement in on-the-job skill evaluation 
scores in case of experimental group has been greater than the 
improvement in on-the-job skill evaluation scores of control group in 
similar time frame. Also, the positive shift in scores in experimental 
group has been found to be statistically significant in both the 
organizations even at 99% significance (0.01) level. However, shift in on-
the-job skill evaluation scores of control group in both organizations was 
not found to be significant. 
Also, there has not been any other difference in any environmental 
factors between the control group and experimental group, except the 
training of experimental group. This demonstrates that training does 
help to develop on-the-job skill level of executives significantly. 
Thus, the null hypotheses 2, 'Ho2: Training will not impact on-the-job 
skill of sales and service executives in service industry', is rejected and 
alternate hypotheses 2, *Hi2. Training impacts on-the-job skills of the 
sales and service executives in service industry' is retained. 
This has also been conclusion of research conducted by Sengupta {1999). 
It was found that there is significant improvement in teaching skills of 
experimental group of 14 trainee teachers, when compared with control 
group of 14 trainee teachers. 
Comparative study for a technical training programme conducted by 
Leslie and Benson, 1996, of 70 trained engineers and 30 untrained 
engineers, demonstrated that all the trained engineers were able to 
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perform a construction task; less than half of untrained engineers could, 
demonstrating improvement in on-the-job skill level. 
In the training for Healthsearch Pharmaceutical, Inc. to improve the 
selling skills of representatives by improving their skills in establishing 
specific call objectives, delivering the core promotional message to 
physician customers, and handling objections properly to influence 
physicians' choice of prescriptions. The evaluation results show a 
significant improvement in physician prescribing behaviour in favour of 
HPI (human performance index), 112 responses, or 68.7 percent, through 
better handling of objections and better skills to influence physician 
prescribing behaviour (Stone 1999). 
However, study conducted by Pattanayak (1998), comprising 1200 
employees concluded that training is not fully effective when it comes to 
practice what one learns in the day-to-day job. This study was based on 
questionnaire methodology and no objective measurement of employee 
skills was conducted. 
Even though study by Pattanayak (1998) has indicated that participants 
responded that training is not fully effective when it comes to practice in 
day-to-day job, number of other studies conducted through 
questionnaire methodology or observation has indicated that training has 
resulted in improvement in on-the-job skills of employees, validating the 
study. 
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Findings Related To Hypotheses Number 3 
Training impacts the performance on key business parameters 
In the present study, different business parameters are evaluated for 
each organization. In first organization, the business parameter 
considered was sales productivity i.e. average monthly sales per person. 
In second organization, the business parameter considered was customer 
satisfaction score i.e. number of customer rated the call in top two box. 
The findings of the present study reveal that in both organizations, there 
has been a positive shift in business result of average monthly sales per 
person and customer satisfaction scores of executives both in control 
group and experimental group. This positive shift may be attributed to 
passage of time and experience, people ability to learn on the job and 
become proficient their job or extraneous factors. Monthly sales per 
person figures for control group and experimental group pre-training and 
post-training for Airtel are shown in table 6.5. 
Table 6.5: Business Result - Monthly Sales per Person for Control Group 
and Experimental Group - Airtel  
Business Result -
Airtel 
Experimental Group Control Group 
Pre-Training Mean 
Score (Ml) 
19.01 28.59 
Post-Training Mean 
Score (M2) 
44.31 33.1 
Difference of Means 
(D = M2-M1) 
25.3 4.51 
t-value 9.2 1.18 
t-critical at 99% 3.012 3.012 
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The above tabulated scores clearly demonstrate that t-value for 
experimental group is 9.2, which is greater than t-critical 3.012 at 99% 
significance level. Hence, there is improvement in business result for 
experimental group members as improvement in business results is 
statistically significant at 99% significance level, whereas improvement in 
business result for control group is not statistically significant, as t-value 
of 1.18 for the control group is less than t-critical 3.012 at 99% 
significance level, (also refer table 4.11, 4.12, 4.13) 
Business result - customer satisfaction score for control group and 
experimental group pre-training and post-training for BSES are shown in 
table 6.6. 
Table 6.6: Business Result - Customer Satisfaction Scores for Control 
Group and Experimental Group - BSES 
Business Result -
BSES 
Experimental Group Control Group 
Pre-Training Mean 
Score (Ml) 
40.33 41.83 
Post-Training Mean 
Score (M2) 
49.86 43.47 
Difference of Means 
(D = M2-M1) 
9.53 1.64 
t-value 3.50 0.38 
t-critical at 99% 3.012 3.012 
The above tabulated scores clearly demonstrate that t-value for 
experimental group is 3.50, which is greater than t-critical 3.012 at 99% 
significance level. Hence, there is improvement in business result for 
experimental group members, as improvement in business results is 
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statistically significant at 99% significance level, whereas improvement in 
business result for control group is not statistically significant, as t-value 
of 0.38 for the control group is less than t-critical 3.012 at 99% 
significance level, (also refer table 5.11, 5.12, 5.13) 
Since, in both organizations, improvement in business result in case of 
experimental group has been greater than the improvement in business 
result of control group in similar time frame. Also, the positive shift in 
scores in experimental group has been found to be statistically 
significant in both the organizations group even at 99% significance 
(0,01) level. However, shift in business result of control group in both 
organizations groups was not found to be significant. 
Also, there has not been any other difference in any environmental 
factors between the control group and experimental group, except the 
training of experimental group. This demonstrates that training does 
impact business performance of executives significantly. 
Thus, the null hypotheses 3, 1^03: Training will not impact business 
performance of sales and service executives in service industry', is 
rejected and alternate hypotheses 3, 'Hi3. Trsdning impacts the 
performance on key business parameters' is retained. 
This has also been agreed by research conducted by Raycham (1996) at 
Xerox. He found that post-training, Newcastle branch of Xerox, became 
the top branch in the country, in terms of sales productivity and number 
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of calls required to get an order was reduced by half from 48 to 24 post 
training. 
Another example of business impact of training is implementation of 
training program (SWAT) at Toshiba, which has demonstrated benefits in 
areas of increased retention of sales staff, increased loyalty to Toshiba 
brand, and faster turn around time (Leiserson, 2005). 
Benefits of training are visible even in small businesses, where the U.S. 
subsidiary of an Australian supplier of automotive brake components 
saved US$100,000 in overtime payments alone the first year after signing 
with GoTrain Corp. for its environmental, health and safety training. 
While calculating ROI of technical training, in a field comparison of 70 
trained engineers and 30 untrained engineers, training has resulted in 
increased productivity, lower mistakes and the conservative estimate of 
ROI for one year was 4,000 percent per year (Leslie and Benson, 1996). 
Sales Negotiation Training Programme at Dell Computer Corporation has 
resulted in the total net profit to the company of $763,297. Motorola not 
only improved sales substantially through training, but also reduced 
costs by training employees to simplify processes and reduce waste 
(McManus, McManus and Williamson, 1994). 
Even CIGNA (an insurance company), while evaluating impact of 7-day 
training program in basic management skills programme found that 
insurance premium collection improved from 75% to 96% in one year 
(Cascio, 1992). 
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In the training for Healthsearch Pharmaceutical, Inc. to improve the 
selling skills of representatives calculation of post-training revenue from 
sales for the 12-month period before and after the training demonstrated 
Post-training gain of $17,969,024 in revenue from sales in year 1997-98 
against 1996-97 (Stone 1999). 
Study by Hedges, Patricia and Dennis Moss (1996) in training of 16 
managers, demonstrated that training was effective in sustainable 
improvement in annual BSl rating from 65 to 70 and subsequently to 80. 
While the average gain of Parcelforce as a whole was 11 BSl points over 
this period, the gains in the experimental office has been 15 BSl points. 
Level 4 evaluation at Nicco Internet Ventures Limited, it was concluded 
that rate of professional charges negotiated with clients for 12.5% and 
above has improved from 33% to 44% of contract negotiated, 
demonstrating improved negotiation skills (Lahiry, 2005). 
In HP services, as a result of the training program, approximately sixty 
individuals who were in the program voluntarily left the company, 
against 100 individuals left the company from untrained group; this has 
resulted in savings of over $1,600,000 towards cost to locate and hire. 
(Kirkpatrick, D.L. and Kirkpatrick, J.D. (2005). 
In a study conducted by Trinh and Lacopetti (2005), at the end of 
training, 'Pathway to Excellence', at Von Duprin, a division of Ingersoll-
Rand, it was observed that required production floor space reduced by 
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1120 sq.ft. (4355 to 3235 sq.ft.), Production rate increase by 50 per shift 
(800 to 850) and department staffing decreased by one (21 to 20). 
In an evaluation of a soft skill training programme of time management 
at MCI WorldCom, the respondents felt that they were able to develop 
their skills of prioritising and weekly planning and were able to save 3 85 
hours per week through application of the skills learned in time 
management training. In another evaluation of a training programme of 
change management at MCI WorldCom, the respondents believe their on-
the-job performance had increased almost 15 percent through the 
application of the skills taught in the change management training. 
(Schmidt, 1999). 
Effectiveness of training initiative at Cisco Systems, Inc. was evaluated 
and it was found that within one quarter write-offs due to non-traceable 
RTVs were reduced by 100 percent. Another benefit was that within four 
weeks, the cycle time for the return of boards was reduced from seven to 
ten days to three days and productivity among buyers went up by a 
minimum of 10 percent. (Kirkpatrick and Kirkpatrick, 2006) 
A case study from India in textile industry demonstrates that training 
has yielded results in terms of improved productivity, reduce defect rate. 
(Sharma and Agarwal, 2000) 
To quote Sanjeev Duggal (2000), "a sales training programme conducted 
by NIS Sparta for Coca Cola resulted in a 17 per cent increase in sales, 
while an intervention with the Indian Railways, which launched a 
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customer goodwill movement, resulted in a 34 per cent increase in the 
customer satisfaction score." Even Baral, Bhattarai, Thapa, Ghimire and 
Burathoki (1994) in their study to measure the impact of training of 
basic health workers in leprosy control programme concluded that 
training improved service delivery provided by the health workers. 
This study and other studies have demonstrated that focused training 
impacts the business performance. 
Findings Related To Hypotheses Number 4 
On-the-job skills of sales and service executive are significantly related to 
knowledge of executive 
Correlation between knowledge level of executives and skill evaluation 
scores of executives was calculated for each organization. In both 
organizations, a positive correlation exists between knowledge scores and 
on-the-job skill evaluation scores. This correlation between executive 
knowledge scores and skill evaluation scores is greater than probable 
error and is found to be statistically significant as shown in table 6.7 
(Also refer table 4.14 and 5.14). 
Table 6.7: Correlation between knowledge and skill evaluation scores for 
experimental group  
Y (between knowledge score and 
skill evaluation score) 
Probable Error (P.E.) 
6P.E. 
Airtel 
0.92 
0.02 
0.13 
BSES 
0.65 
0.08 
0.48 
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In botJi case, value of Y>6 P.E., this clearly demonstrates that change in 
knowledge of executive will lead to change in skill evaluation scores for 
sales and service executives in service industry. Thus increase in 
knowledge of executive will lead to better understanding of role and why 
and how to perform various task effectively. 
Thus, the null hypotheses 4, 'Ho4: On-the-job skills of sales and service 
executive will not be significantly related to their knowledge', is rejected 
and alternate hypotheses 4, 'Hi4: On-the-job skills of sales and service 
executive are significantly related to knowledge of executive' is retained. 
Though investigator has not been able to find existing studies in 
corporate environment where a correlation between knowledge 
improvement and on-the-job skill has been calculated, however, studied 
evaluating safety habits among students and patient adhering to their 
prescription highlight this point. 
In a study conducted by Wong, Chien, Luh, Lin, Wang and Cho (2004) of 
163 full-time students from two vocational schools, it was concluded that 
students scoring lower in knowledge regarding chemicals were less likely 
to report the intention to wait for favorable air conditions prior to their 
using chemicals in the workplace (at 95% confidence level). Those 
scoring higher were more likely to use personal-protective equipment 
when occupationally using hairdressing chemicals (at 95% confidence 
level). This clearly demonstrates the correlation between knowledge of 
students and habit to using safe practices at work place. 
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A study by Smith (1996) to determine the correlation between literacy 
and basic skills and workplace occupational skills, found that those 
persons displaying high occupational skills also had high basic and 
literacy skill levels and were more likely to be engaged in technical or 
professional types of occupations. Therefore, the study concluded that 
there is a correlation between basic and literacy skills and occupational 
skills. 
This study and studies from non-corporate environment corroborate the 
view that improvement in knowledge of employees result in improvement 
of on-the-job skills of employees. 
Findings Related To Hypotheses Number 5 
Performance on business parameters of sales and service executives is 
significantly related to their knowledge 
Correlation between knowledge level of executives and business 
parameter of sales productivity and customer satisfaction score was 
calculated in each organization. 
The findings of the present study reveal that in the first organization 
(Airtel), where average monthly sales per person is considered as 
business parameter, there has been a significant positive correlation 
between executive knowledge scores and sales productivity figures. 
Hence, the shift in executive knowledge scores will impact the business 
parameter of average sales productivity. 
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In the second organization (BSES), where customer satisfaction scores 
i.e. number of customers rating the call in top two boxes is considered as 
business parameter, correlation between change in knowledge scores and 
customer satisfaction scores is not significant. Hence, shift in knowledge 
scores in identified area does not have significant correlation with the 
business result of customer satisfaction score. 
This is also shown in table 6.8 (Also refer table 4.15 and 5.15). 
Table 6.8: Correlation between knowledge score and business result for 
experimental group 
Airtel BSES 
Y (between knowledge score and 
business result) 0.68 0.30 
Probable Error (P.E.) 0.08 0.12 
6P .E . 0.48 0.75 
In Airtel value of Y>6 P.E., while in BSES value of y<6 P.E. This 
demonstrates that while in first organization, the training intervention 
was focused to deliver the identified business parameter of sales 
productivity. Hence, this hypothesis can be retained for sales 
productivity of executives in service industry. 
However, even though there has been a significant shift in knowledge 
scores for second organization, this is not resulting in corresponding 
shift in business parameter of customer satisfaction scores. This might 
be due to various reasons, which might be that knowledge needs to be 
converted to on-the-job skill before impact on business results can be 
224 
seen. Hence, this hypothesis can not be retained for customer 
satisfaction scores for this organization. 
This demonstrate that improvement in knowledge may lead to better 
effectiveness on performance of individual in service industry, however, 
same can not be always true in soft skill areas, as quoted by Ravi, 2003. 
Thus, the null hypotheses 5, 'Ho5: Performance on business parameters 
of sales and service executive will not be significantly related to their 
knowledge', is retained. 
Though investigator has not been able to fmd existing studies in 
corporate environment where a correlation between knowledge 
improvement and business results has been calculated, however, some 
studies from social science highlight this point. 
In a study to examine the relationship between nutrition knowledge and 
eating behavior of a sample of middle school children, the relationship 
between nutrition knowledge and eating behavior was significant for 
seventh and eighth grade students (Pirouznia M. (2000). 
In a study by Pickney and Amason (2005) to evaluate correlation 
between patient recall of bone densitometry results and subsequent 
treatment adherence, it was concluded that patients with low BMD who 
correctly reported their results were more likely to have received a 
medication and to continue to take it (p <0.0001), establishing a link 
between patient knowledge level and desired result of having proper 
medication. 
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Study in textile industry by Sharma and Agarwal (2000) demonstrates 
that training has enhanced knowledge of employees yielding results in 
terms of improved productivity, reduce defect rate. 
Evaluation done at Nicco Internet Ventures Limited through pre- and 
post-training quizzes showed an improvement from 24 to 92 percent 
correct answers and level 4 evaluation it was concluded that rate of 
professional charges negotiated with clients for 12.5% and above has 
improved from 33% to 44% of contract negotiated, demonstrating 
improved negotiation skills (Lahiry, 2005). This demonstrated 
improvement in business result of effective negotiation as a result of 
improved knowledge. 
Though in both studies in corporate sector no coefficient of correlation 
has been calculated between improvement in knowledge scores and 
business results and conclusion has been drawn on basis of 
improvement in mean value. 
Even though studies from social science indicate that there is a 
correlation between knowledge and desired results, the same has not 
been validated by this study. This might be due to the fact that 
knowledge of soft skill area like customer service may not have same 
impact on business results but knowledge of hard data like sales 
techniques, nutrition value or knowledge of health has direct correlation 
with desired results. 
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Findings Related To Hjrpotheses Number 6 
Performance on business parameters of sales and service executives is 
significantly related to their on-the-job skill 
Correlation between skill evaluation score of executives and business 
parameters of sales productivity and customer satisfaction score was 
calculated for each organization. 
The findings of the present study reveal that in the first organization 
(Airtel), where average monthly sales per person is considered as 
business parameter, there has been a significant positive correlation 
between executive skill evaluation scores and sales productivity figures. 
Hence, the shift in executive skill evaluation scores will impact the 
business parameter of average sales productivity. 
In the second organization (BSES), where customer satisfaction scores 
i.e. number of customers rating the call in top two box is considered as 
business parameter, correlation between change in skill evaluation 
scores and customer satisfaction scores is also significant. Hence, shift 
in skill evaluation scores in identified area have significant correlation 
with the business result of customer satisfaction score. 
This is also shown in table 6.9 (Also refer table 4.16 and 5.16). 
Table 6.9: Correlation between on-the-job skill evaluation score and 
business result for experimental group 
Airtel BSES 
Y (between skill evaluation score 
and business result) 0.64 0.70 
Probable Error (P.E.) 0.09 0.068 
6P .E . 0.54 0.41 
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In both cases value of Y>6 P.E., this demonstrates that the training 
intervention was focused to develop skills of employees and deliver the 
identified business parameter of sales productivity and customer 
satisfaction score. Hence, in service industry, improvement in employee 
ability to perform his job better evaluated through on-the-job skill will 
have an impact on business performance. 
Thus, the null hypotheses 6, 'Performance on business parameters of 
sales and service executive will not be significantly related to their on-
the-job skills', is rejected and alternate hypotheses 6, 'Hi6. Performance 
on business parameters of sales and service executives is significantly 
related to their on-the-job skill' is retained. 
Study by Mussano (1977) of second semester freshmen living in 
dormitories at York College (Pennsylvania), compared study Techniques 
adopted by students with their overall grade-point averages (GPAs). The 
results indicated a clear positive correlation between study organization 
and GPA, and a significant positive correlation between study techniques 
and GPA. 
This is also emphasized by a study for Motorola, Canada, improvement 
in selling skills of 42 people in experimental group, has led to increased 
sales to new customers for experimental group, by 63%, against 
reduction in sales by 16% for control group. Whereas, in case of sales to 
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existing customers, for experimental group, went up by 1%, against 
reduction in sales by 13% for control group (Raychem, 1996). 
Study by Gamer (2006) also pointed that for a forex trader, 
understanding the relationship between pair of currency, will allow 
traders to hedge positions, but it may also give them an edge when it 
comes to entering a trade. 
In the training for Healthsearch Pharmaceutical, Inc. it was established 
that improvement in selling skills of representatives by improving their 
skills in establishing specific call objectives, delivering the core 
promotional message to physician customers, and handling objections 
properly to influence physicians' choice of prescriptions has resulted in 
post-training gain of $17,969,024 in revenue from sales in year 1997-98 
against 1996-97 (Stone 1999), even though no correlation is calculated 
between improvement in skill and improvement in sales. 
This study and other studies have clearly established that improvement 
in corresponding skills of employees will lead to improvement in business 
results. 
CONCLUSION 
While conclusively evaluating the impact of training various researchers 
have used quasi-experimental research design to ensure that impact of 
extraneous factors be nullified. In this research the control group and 
experimental group are clearly identified and divided physically. In case 
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of first organization, the two groups were clearly segregated as people 
were sitting in separate showrooms, in case of second organization; the 
people were under different team leaders and sitting in different bays, 
though on same floor. In both organizations, every effort was made to 
ensure that there is no differentiation between in the control groups and 
experimental groups, with respect to policies, infrastructure or market 
condition. The only difference was administration of training to 
experimental group, which was absent in control group. 
The output parameters of training were divided into intermediate results 
and final results. Intermediate results were in terms of knowledge scores 
and skill evaluation scores, which can be primarily influenced by training 
inputs. The final results were in terms of business parameters of sales 
productivity and customer satisfaction scores. 
While there has been a significant shift in intermediate results of 
knowledge scores and skill evaluation scores for the experimental group, 
there is also a correlation between improvement in knowledge scores and 
shift in skill evaluation scores. 
The shift has been consistent in final result of sales productivity and 
customer satisfaction scores. The shift in sales productivity and 
customer satisfaction scores of experimental group has been significant. 
There is a positive correlation between employee on-the-job skill and 
business performance of sales productivity and customer satisfaction 
score. 
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However, while the correlation between knowledge scores and sales 
productivity has been found to be significant, the correlation between 
knowledge score of employees and customer satisfaction scores was not 
significant. This opens up areas for future research to identify the 
knowledge factors impacting customer satisfaction. Also, this research 
has evaluated impact on only one business parameter of sales 
productivity and customer satisfaction, other business parameters like 
employee morale, employee turnover, absenteeism, etc. could not be 
evaluated due to paucity of time, resources and data. 
The positive impact of training on intermediate results of knowledge 
score and on-the-job skill evaluation score and business result 
parameter was also validated by number of other researchers. However, 
investigator was not able to find any existing literature analysing 
correlation between intermediate results and ultimate objective of 
training. 
Yin, 1987 has clearly stated that case studies can not be generalized to 
theory automatically. A theory must be tested through replications of the 
findings in a second or even a third neighbourhood, where theory has 
specified that the same results should occur. Once such replication has 
been made, the results might be accepted for a much larger number ol 
similar neighbourhoods. 
This has been an attempt by the investigator, where the focus has been 
on methodology of research. 
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Limitations of the Study and Implications for Further Research 
• This study has limited its scope to large service sector organizations 
in NCR only. 
• Due to constraints of time and resources, the hypotheses were tested 
on a sample size of only two organisations. 
• This study has evaluated only ultimate business result of sales and 
customer service. However, many other benefits of training critical to 
organization like employee attrition, employee motivation, 
absenteeism etc. have not been evaluated in this study. 
• Since, the methodology adopted was quasi-experimental research and 
this study was conducted in real business environment, where there 
were issues of manpower attrition and participants from experimental 
group missing training due to various reasons (25% absenteeism in 
classroom attendance), impact of these factors could not be evaluated. 
• Study has been focused on evaluating, if there is an impact of training 
on business critical parameter of sales and customer satisfaction. 
However, this study has not focused on evaluating the impact and 
accuracy of different steps in training cycle, like training need 
analysis, training content, methodology chosen or training delivery. 
• This study only looks at evaluating improvement in business critical 
parameters due to training. However, this study does not evaluate 
return on investment made on training, that is, this study does not 
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evaluate if this difference is worth the investment made on training. 
This is a detailed research subject. 
direction for Future Research 
I Study with larger scope needs to be conducted covering larger sample 
size from all industry segments, covering diverse geographies and 
organization size to further validate the findings of this study. 
• Further research is required to evaluate, if change in knowledge level 
of employee will result in change in business results, specifically in 
areas of soft skills and customer service. 
• Further research is required to evaluate short-term and long-term 
benefits of training from business results and factors like reduced 
employee attrition, increased employee motivation and reduced 
absenteeism. 
» Further research is required to the evaluate the impact of different 
steps in training cycle, like training need analysis, training content, 
methodology chosen or training delivery. 
• Further research is required to evaluate return on investment on 
training. 
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Annexure A: Bharti Televenture Limited - Organization 1 
Names of training sessions 
1. Airtel vision 
2. Airtel technology GSM 
3. Product knowledge (product benefits 86 Value added services) 
4. Category of customers and their requirements 
5. Airtel's value proposition to these customers 
6. Airtel billing plan 
7. Airtel service provisioning processes 
8. Customer moment of truth at FSO 
9. Basics of customer care 
10. Complaint handling and service recovery process 
11. Listening skills 
12. Integral relationship with customers 
13. Persuasion skills 
14. Negotiation and sales closure skills 
15. Result orientation skills 
Training Methodology Flow 
Class Room Training - at start 
(2 Days) 
Continuous Class Room Training 
(4 hrs / day - Total 60 Hrs over 3 months) 
On-job Training (1 outlet (Executive) / day / week (Month)) 
Continuous monitoring for Results 
Raw Scores: Experimental Group Data - Knowledge Scores 
S.No. Name of Agency No. ofFOS Pre-
Training 
Scores (%) 
Post-
Training 
Scores (%) 
1 Annu 
Communication 
4 33.84 80.28 
2 C.E.Works 8 32.63 58.43 
3 Cell Page 12 29.31 79.57 
4 Cellular Hut 4 47.52 87.58 
5 Challanger 
Computer 
6 36.96 85.7 
6 Gogia Cellnet 4 43.46 85.86 
7 Hiline 7 43.95 89.92 
8 Practel 3 41.52 84.1 
9 Saitel 
Communication 
4 34 83.2 
10 Supertech Care 5 25.52 82.78 
Average Score 35.61 80.34 
Standard Deviation 16.14 13.2 
Raw Scores: Experimental Group Data - Skill Evaluation Scores 
S.No. Name of Agency No. of POS Pre-
Training 
Scores (%) 
Post-
Training 
Scores (%) 
1 Annu 
Communication 
4 39.5 82.5 
2 C.E.Works 8 39.5 76 
3 Cell Page 12 42.5 89.5 
4 Cellular Hut 4 54 86.5 
5 Challanger 
Computer 
6 57 82 
6 Gogia Cellnet 4 34 83 
7 Hiline 7 43 81.5 
8 Practel 3 58 87 
9 Saitel 
Communication 
4 54.5 90 
10 Supertech Care 5 47 83 
Average Score 46.5 83 
Standard Deviation 0.31 0.19 
IV 
Raw Scores: Experimental Group Data - Monthly Sales per Person 
S.No. Name of Agency No. ofFOS Pre-
Training 
Sales 
Post-
Training 
Sales 
1 Annu 
Communication 
4 13.67 33 
2 C.E.Works 8 13.16 27.08 
3 Cell Page 12 14.94 42.81 
4 Cellular Hut 4 23.75 65.33 
5 Challanger 
Computer 
6 23.28 38.67 
6 Gogia Cellnet 4 16.75 82.33 
7 Hiline 7 27.33 29.19 
8 Practel 3 30.33 74.89 
9 Saitel 
Communication 
4 8.33 13.33 
10 Supertech Care 5 18.53 36.47 
Average Score 19.01 44.31 
Standard Deviation 6.97 22.44 
V 
Raw Scores: Control Group Data - Knowledge Scores 
S.No. Name of Agency No. of FOS Pre-Training 
Scores (%) 
Post-
Training 
Scores(%) 
1 Aurotel 5 40.24 37.8 
2 Cell Com 6 42.4 44.36 
3 Sirisha 
Communication 
4 50.42 52.75 
4 Cell Sell 6 39.21 43.17 
5 Siwatch Enterprises 5 45.43 45.6 
Average Score 43.18 44.35 
Standard Deviation 17.78 13.88 
VI 
Raw Scores: Control Group Data - Skill Evaluation Scores 
S.No. Name of Agency No. of FOS Pre-
Training 
Scores (%) 
Post-
Training 
Scores (%) 
1 Aurotel 5 62 65.5 
2 Cell Com 6 60 65.5 
3 Sirisha 
Communication 
4 77 82 
4 Cell Sell 6 79 79 
5 Siwatch Enterprises 5 64 67 
Average Score 67.5 71 
Standard Deviatio n 0.3 0.26 
VII 
Raw Scores: Control Group Data - Sales per Person per Month 
S.No. Name of Agency No. of FOS Pre-
Training 
Sales 
Post-
Training 
Sales 
1 Aurotel 5 14.33 29.67 
2 Cell Com 6 6.67 7.39 
3 Sirisha 
Communication 
4 39.58 44.58 
4 Cell Sell 6 30.06 38.72 
5 Siwatch Enterprises 5 52.33 45.53 
Average Score 28.59 33.1 
Standard Deviation 18.51 15.76 
VIII 
Full Service Outlet - Executive 
Skill Assessment Sheet 
XiKllvldual Data: 
Name of FSO: 
Date: 
Name of FOS: 
Score: 
S.NO 
1. Parameter Alway 
s - 2 
Some times 
- 1 
Not Done 
at all - 0 
Personal Hygiene / Grooming 
1 Was the FSO executive wearing AlrTel Uniform and badge 
Was the FSO dressed neatly and smartly 
(Clean and iron clothes, polished shoes, nails cut/polished, comber hair, no foul smell) 
Acknowledgement & Opening 
WUk-ln customer 
2a Old the FSO executive acknowledge the customer within first 5min 
2b Was the FSO Executive warm and friendly and directed customer to RCC / concerned executive 
politely 
2c Is the executive able to open the call effectively 
• Smile and Greet 
• Introduce self 
• Clarify the purpose of visit politely 
Understand Customer Requirements / Problems 
Customer Service 
3a Did the FSO Executive listen and understand the problem faced by the subscriber 
• Effective listening with eye contact 
• Empathize with customer 
• Testing understanding 
3b Did the FSO Executive explore options and resolve the problem. 
If no, 
• Did FSO executive note the customer details 
• Clearly communicate the action plan / escalation path 
• Given a firm commitment to resolve problem 
• Check customer understanding 
Demonstration and Objection Handling 
4a Did the FSO executive understand customer background and implied and explicit needs of mobility 
• Summarize and test understanding 
4b Was the FSO executive able to effectively demonstrate / explain handset / 'AlrTel sen/ice' 
4c Did the FSO executive use FAQs to handle objections 
VAS selling 
Sa Did the FSO executive understand the customer's requirement of VAS 
Sb Did the FSO executive attempt to Introduce at least one Value added service' 
Closing 
6a Did the FSO Executive 
• Summarize commitment / action plan, if any (either from our side or from customer end) 
• Check, If he requires any other support 
• Thank customer for visiting FSO 
6b Did the FSO Executive capture the detailed profile of the customer In the record book 
IX 
Annexure B - BSES - Organization 2 
Names of training sessions 
1. Effective communication skills 
a. Listening skills 
b. Verbal communication 
c. Non-verbal communication 
2. Telephone handling skills 
d. Steps in telephone handling 
e. Verbal/non-verbal skills in telephonic communication 
f. Sentence framing 
g. Voice modulation 
3. Customer Service 
h. Understand customer sind different types of customers 
i. How to handle different types of customers 
j . Complaint handling 
k. Understand and meet emotional and material needs of 
customer 
Training Methodology Flow 
Class Room Training - At start 
(5 Days) 
Refresher Training - After 30 days of first training 
( 2 Days) 
XI 
Raw Data - Experimental Group Data - Knowledge Scores 
S.No. Participant Name Pre-Training 
Scores (%) 
Post-Training 
Scores (%) 
1 Sandeep Singh 15 73 
2 Pramod 76 95 
3 Amit Kapoor 46 88 
4 Aarti Bakshi 14 64 
5 Mibin Baby Chand 25 47 
6 Ramandeep Singh 24 41 
7 Aashish Nair 46 50 
8 Ruby Jain 24 87 
9 Dipender Verma 28 64 
10 Pravin Kumar 14 81 
11 Ashish Verma 34 82 
12 Ramesh K Tiwari 33 86 
13 Ghaneshwar Singh 30 50 
14 Arvind K Singh 22 91 
15 Arun Sharma 38 85 
16 Devender Kumar 28 64 
17 Hanish Kapoor 70 83 
18 Devesh Shukla 58 82 
19 Jasbir 63 88 
20 Meenakshi 43 95 
21 Rachna 41 97 
22 Jyoti 41 80 
23 Kavita 46 72 
24 Ajay 78 86 
Average Score 39 .04 76.29 
£ Standard Deviation 18.77 16.31 
XII 
Experimental Group Data - Skill Evaluation Scores 
S.No. Participant Name Pre-Training 
Scores (%) 
Post-Training 
Scores (%) 
1 Sandeep Singh 45.71 74.29 
2 Pramod 54.29 71.43 
3 Amit Kapoor 48.57 80 
4 Aarti Bakshi 28.57 48.57 
5 Mibin Baby Chand 67.14 82.86 
6 Ramandeep Singh 25.71 52.86 
7 Aashish Nair 57.14 75.71 
8 Ruby Jain 20 57.14 
9 Dipender Verma 22.86 60 
10 Pravin Kumar 20 57.14 
11 Ashish Verma 20 62.86 
12 Ramesh K Tiwari 20 62.86 
13 Ghaneshwar Singh 22.86 51.43 
14 Arvind K Singh 22.86 42.86 
15 Arun Sharma 22.86 48.57 
16 Devender Kumar 42.86 62.86 
17 Hanish Kapoor 25.71 57.14 
18 Devesh Shukla 50 74.29 
19 Jasbir 34.29 54.29 
20 Meenakshi 34.29 54.29 
21 Rachna 31.43 80 
22 Jyoti 31.43 65.71 
23 Kavita 31.43 74.29 
24 Aiay 48.57 68.57 
Average Score 34.52 63.33 
£ Standard Deviation 0.14 0.11 
XIII 
Experimental Group Data - Customer Satisfaction Scores 
S.No. Participant Name Pre-Training 
Scores (%) 
Post-Training 
Scores (%) 
1 Sandeep Singh 58.7 67.2 
2 Pramod 62.8 65.8 
3 Amit Kapoor 53.6 61.2 
4 Aarti Bakshi 43.5 51.9 
5 Mibin Baby Chand 78.1 76.8 
6 Ramandeep Singh 43.2 59.7 
7 Aashish Nair 52.8 56.3 
8 Ruby Jain 26.3 46.1 
9 Dipender Verma 28.7 42.7 
10 Pravin Kumar 24.7 37.6 
11 Ashish Verma 21.2 27.4 
12 Ramesh K Tiwari 28.4 29.1 
13 Ghaneshwar Singh 28.9 26.4 
14 Arvind K Singh 27.8 38.6 
15 Arun Sharma 32.4 37.6 
16 Devender Kumar 51.9 53.2 
17 Hanish Kapoor 32.2 53.6 
18 Devesh Shukla 61.7 59.7 
19 Jasbir 38.6 43.8 
20 Meenakshi 40.2 59.3 
21 Rachna 21.3 62.7 
22 Jyoti 27.3 46.8 
23 Kavita 24.3 31.9 
24 Ajay 59.3 61.2 
Average Score 40.33 49.86 
£ Standard Deviation 15.97 13.84 
XIV 
Control Group Data - Knowledge Scores 
S.No. Participant Name Pre-Training 
Scores (%) 
Post-Training 
Scores (%) 
1 Vikas Kumar 45 43 
2 Rana Pyare 28 37 
3 Ashutosh 41 44 
4 Rachna 42 41 
5 Jyoti 91 84 
6 Kavita 4 16 
7 Ajay 41 43 
8 Utsah 33 37 
9 Nidhi Manchanda 49 45 
10 Nishu Singh 37 32 
11 Bhupinder Pal Singh 35 32 
12 Arvind Yadav 58 52 
13 Anju 65 66 
14 Priyanka 51 44 
15 Usha 18 28 
16 Hariram 47 49 
17 Ranjan 28 35 
18 Swati 42 44 
19 Sunil Kumar 28 36 
20 Rajesh Khxirana 62 58 
21 Depender Kumar 28 37 
22 Ajit Kumar 63 69 
23 Amit 51 53 
24 Kusum 31 38 
25 Poonam 56 51 
26 Sheetal 33 38 
Avexage Score 42.58 44.31 
Standard Deviation 17.46 13.89 
XV 
Control Group Data - Skill Evaluation Scores 
S.No. Participant Name Pre-Training 
Scores (%) 
Post-Training 
Scores (%) 
1 Vikas Kumar 54.29 60 
2 Ram Pyare 42.86 48.57 
3 Ashutosh 45.71 37.14 
4 Rachna 40 42.86 
5 Jyoti 37.14 40 
6 Kavita 37.14 34.29 
7 Ajay 51.43 62.86 
8 Utsah 28.57 25.71 
9 Nidhi Manchanda 22.86 31.43 
10 Nishu Singh 20 22.86 
11 Bhupinder Pal Singh 22.86 31.43 
12 Arvind Yadav 34.29 25.71 
13 Anju 25.71 31.43 
14 Priyanka 28.57 31.43 
15 Usha 25.71 28.57 
16 Hariram 25.71 25.71 
17 Ranjan 31.43 28.57 
18 Swati 28.57 31.43 
19 Sunil Kumgir 48.57 44.29 
20 Rajesh Khurana 47.14 47.14 
21 Depender Kumar 41.43 45.71 
22 Ajit Kumar 45.71 51.43 
23 Amit 34.29 42.86 
24 Kusum 28.57 31.43 
25 Poonam 37.14 42.86 
26 Sheetal 60 57.14 
Average Score 36.37 38.57 
S standard Deviation 0.11 0.11 
XVI 
Control Group Data - Customer Satisfaction Scores 
S.No. Participant Name Pre-Training 
Scores (%) 
Post-Training 
Scores {%) 
1 Vikas Kumar 68 74.2 
2 Ram Pyare 40 39.3 
3 Ashutosh 38.5 39.1 
4 Rachna 32.3 34 
5 Jyoti 41 40.7 
6 Kavita 37.8 38.7 
7 Ajay 58.6 63.2 
8 Utsah 33 31.8 
9 Nidhi Manchanda 42.9 48.7 
10 Nishu Singh 32 29.5 
11 Bhupinder Pal Singh 33 37.6 
12 Arvind Yadav 43.2 42.3 
13 Anju 28.7 30.1 
14 Priyanka 29.4 33.3 
15 Usha 31.2 32.3 
16 Hariram 33.3 31.7 
17 Ranjan 46.5 44.7 
18 Swati 34.5 39.6 
19 Sunil Kumar 56.8 57.1 
20 Rajesh Khurana 51.2 50 
21 Depender Kumar 39.1 41.2 
22 Ajit Kumar 48.7 58.3 
23 Amit 48.9 51.1 
24 Kusum 38.4 39.2 
25 Poonam 49.3 52.8 
26 Sheetal 41.2 49.6 
Average Score 41 .83 43.47 
£ standard Deviation 10.01 11.14 
XVII 
Individual Data: Name of Executive: 
Call Centre Executive 
Skill Assessment Sheet 
. Date: Score; 
S.No. Parameters 5 4 3 2 1 
High Low 
1 Greeting 
la Was the opening as per the script? 
(Greet customer, welcome to BSES, identify self, How may 1 help you?) 
1b Was the call opening clearly audible, and at an appropriate pace? 
(was there a pause after greeting & the executive name was clearly 
understood) 
2 Language Skills 
2a Did the executive capture the caller's name and address? 
(Did the executive use caller name at least once in call properly - use 
Mr./Ms.<full name> or Mr./Ms.<last name> or first name, if on)y first name is 
told by customer) 
2b Did the executive speak in simple language, easily understood by customer? 
2c DM the executive speak at an appropriate pace, with clarity, and appropriate 
tone modulation? 
2d Did the executive converse in the language customer is comfortable with? 
(Use customer's language of interaction.) 
3 Problem Solving & Call Handling 
3a DM the executive listen attentively & understand customer issue? 
(No interruption/ avokl repeat questions/ Give verbal affimnations) 
3b DkJ the executive prot>e to check his understanding of customer issues? 
(Ask focus/relevant questions to understand issue/query 
Paraphrase the customer requirement/issue) 
3c In case of gap in service, dkl the executive offer an apology with an 
explanation to customer? 
(Do not justify, offer apology on behalf of BSES 
If customer is open and complete details are available explain the reason for 
delay in the resolution) 
4 Resolution/Solution 
4a Did the executive understood customer problem and provide 
relevant/complete/accurate solution & information to the customer? 
(Solution relevant to customer query/issues 
Complete and accurate information in context to the prevailing 
policies/guidelines/process/chaFges) 
5 Call Hold 
5a Did the executive seek caller pemilssion & give reason before placing 
customer on hoki? 
(inform caller the reason for hold and the estimated hold time) 
5b Did the executive came back to the caller within 30sec. 
(In case additional hold time is required, infonn the customer within 30 sees of 
estimated hold time 
Executive shouM place customer on hokJ not more than twice in a call) 
5c Did the executive thank the customer for staying on line? 
(After coming back from hokJ officer should thank the caller for being on hold.) 
6 Call Close 
6a At end of the call, did the executive summarize the conversation? 
(Summarize key points covering customer concern/issue 
Resolution provided/resolution path) 
6b Did the executive seek if any further assistance is required by the caller and 
thanked the caller as per script? 
(executive should thank the caller for calling BSES and staying online) 
7 Overall Courtesy 
7a Was the executive enthusiastic and polite through out the call? 
(Polite, enthusiastic, full of energy, courteous, patient) 
TOTAL 
XVIII 
